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What's the other thing we ought to do 


this [Jhristmas ° 


or the last four years, the Christ- 
pet phrase ‘Peace on earth, good 
will to man” has had a pretty hollow, 
bitter ring. 

This year, it won’t. 

And surely, one thing each of us 
will want to do this Christmas ts to 
give thanks that peace has finally 
come to us—both peace and victory . 


One other thing we ought to do: 


In our giving, this year, let’s choose 
—first—the kind of gift that helped 
to bring us peace and victory and 
will now help us to enjoy them. 

* 

Victory Bonds take care of the men 
who fought for us— provide money 
to heal them, to give them a fresh 
start in the country they saved. 


Victory Bonds help to insure a 


sound, prosperous country for us all 
to live and work in. 


Victory Bonds mean protection in 
emergencies — and extra cash for 
things we want to do ten years from 


now. * 


Choose—first—the finest gift in 
all the world, this Christmas. 


Give Victory Bonds! 


Give the finest gift of all - VICTORY BONDS! 


. 


* 


* 


The Treasury Department acknowledges with appreciation the publication of this message by 
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Training Personnel For 
Better Customer Relations 


N ADDING FIGURES compiled by various 

departments in the Union Electric System, we 
have found that our representatives conduct about 
three million individual business transactions with 
customers each year. These transactions give us 
three million opportunities to demonstrate our 
guiding principle in customer relations, which is: 
To make it easier and more pleasant for our custo- 
mers to do business with us. Good customer re- 
lations are even more important to a public service 
organization, which has all of the outward ap- 
pearances of a monopoly, than they are to a busi- 
ness which is customarily considered competitive. 
Although our business is not wholly noncompeti- 
tive, most people think it is, and what our cus- 
tomers think must be taken into account. 

The first reaction any of us has when we feel we have 
been unfairly treated by someone we do business with is 
to say, “Well, I'll trade with someone else.” You can 
imagine the frustration of the residential customer who 
is dissatisfied about some detail of our service when he 
realizes that he cannot take his business elsewhere. Un- 
less he has had previous experience in transacting business 
with us he might think, “They've got me where they 
We believe this 


natural assumption accounts for the tendency of some 


want me, and I am at their mercy.” 


of our customers in their first personal contact with us 
to begin their transaction of business in a_ belligerent 
Fortunately, that attitude does not last long 
because we have, in general, a group of intelligent, 
courteous, self-controlled employees who deal with our 


manner. 


customers in ways that win and keep friends. 
As we in Union Electric consider ways to make the 
business transactions easier and more pleasant for our 
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W. A. Cruteher, Jr. 


customers to do business with us we see two important 
needs: Better methods, systems and procedures; and en. 
thusiastic employees who enjoy human relations as their 
daily work. Better methods, systems, and procedures are 
important because without them the most enthusiastic 
employees could not be effective in their efforts to create 
and maintain good customer relations. Our company\ 
history has been one of constant improvement of methods} 


as we have found better ways to be of service. 

The methods we use today are not the same as thos 
we used ten years ago, and those methods differed from 
the ones used twenty years ago. 
like being on a treadmill. 


Being in business i 
If enough effort is put into 
it, we can keep up with its pace, by exerting the best 
effort we move ahead and progress, but if we stand still 
we move steadily backward. 

The best of methods, procedures, and systems are m 
better than the poorest without enthusiastic people to 
apply them. The fact that we are now conducting 3 
course of training in the Fundamentals of Good Human 
Relations for the 700 employees who deal directly with 
customers does not mean that we feel that our employee 
have not achieved good customer relations in the past 
On the contrary, we know that a good job has been done 
and we stress that point at the beginning of the cours 
of training. However, it is always possible to do a better 
job; the greatest customer good will has not yet been de- 
veloped. 

Many different kinds of jobs are represented by the 
people taking this training. To name only a few, we 
are including tellers (who receive payments of bills) 
credit, adjustment, and collection clerks; order clerks 
troublemen; branch store clerks; home economics repre: 


sentatives; home lighting representatives ; commercial andj 


industrial sales 


testers ; 


representatives; meter readers; mete! 
and many others. The supervisors of customer 
contact employees are also included, and were the firs 
to participate for two reasons: First, to give us criticist 
which has led to revisions to make the material and tech 
nique more practical in the later training of subordinate 
employees, and second, to give to the supervisors a com 
plete understanding of the experience each employee ha 
in attending the sessions. This knowledge should makt 
possible more effective supervisory coaching of employees 

Nearly all of the subject matter of the course ha 
been used for a long time in one form or another 
various departments in the company in giving specifi 
training. We do not have a revolutionary new formull 
for good human relations, but are conducting a review @ 
well-known fundamentals. The course does not replat 
the specific job training done by each department, bu! 
is intended to provide a background for more intensi¥ 
training by the supervisors. 


The first session of each group of fifteen employe 
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| to maintain good employer-employee relations. 


is held in a small meeting room at a hotel. Its purpose 
is to emphasize the importance of good customer rela- 
tions, to reassure those who participate in the training 
course that the invitation to attend the meetings is no 
reflection on past performance, and to show the close 
relationship that exists between individual treatment of 
customers by our representatives and our advertising 
Throughout all of the sessions, our chief con- 
cern is to develop and maintain interest so that the indi- 
viduals will be receptive and thinking will be stimulated. 

With the help of a chart summarizing the kind and 
annual volume of the various business transactions con- 
ducted directly with customers by our employees, the 
manager of the newly created Customer Business Depart- 
ment shows each group the many points of personal busi- 
ness contact. At the same time it is pointed out that 
application of the fundamentals of good human relations 
is just as important in receiving payment of a bill, a 
transaction lasting on the average of about 15 seconds, 
as in the adjustment of a complaint lasting perhaps 30 
minutes to an hour. 

A bad impression received by a customer in paying his 
bill can be as damaging to over-all customer relations as 
a bad impression received in a longer contact. 
ample: 


program. 


For ex- 
A customer paying his bill at one of our offices 
noticed the particularly sour expression and manner of 
the teller. Probably every customer who dealt with the 
teller that day had noticed it too, and had carried away 
an unfavorable feeling toward the company. This cus- 
tomer was different. Instead of being silently irritated, 
he made an effort to improve the situation. As his 
receipt and change were shoved at him without thanks or 
recognition he pushed a dollar bill back toward the teller 
and said, “This is yours, if you will smile.” Without 


any change of expression, the snappy reply was, “What. 


have I to smile about ?” 


Employees Must Be Satisfied 

On second thought, however, we should not be too 
quick to criticize the teller. Company representatives 
do not practice the art of good human relations in a 
void. All of the relationships that an employee has 
with the supervisor and fellow employees, as well as com- 
pany policies and practices, affect his attitude toward his 
job and toward our customers. Any employee who does 
not gain satisfaction from his work can easily reflect 
that dissatisfaction to a customer. For that reason it 
is especially important that the supervisory personnel 
throughout the organization in work involving contacts 
with customers have a good working knowledge of how 
The Job 
Relations Training Program of Training Within In- 
dustry Service has been helpful in that direction, but 
there is still much we can do to assist those who supervise 
customer business representatives. I am not implying 
that the teller with the sour expression was nursing a 
grudge against her supervisor, but it could happen. On 
the other hand, it is possible that in this case she might 
have had a headache or had had an argument with her 
boy friend the night before. 

At the first meeting of the training series, the group 
is reminded of recent improvements we have made in 
methods to help them do a better job, such as: The 
tlimination of counters at which customers formerly 
Were required to stand to discuss credit or adjustment 


matters (possibly while other customers listened over 
their shoulders), and the substitution in a more convenient 
location of individual desks at which customers are seated 
in relative privacy and comfort. Another improvement 
has been the centralization of all customers’ telephone 
transactions in our St. Louis City Division. One uni- 
fied group of representatives now handle customers’ calls 
with greater speed, completeness, and flexibility. 
Next we discuss with the group the importance of their 
individual performance. At this point we use a statement 
from a study by Bernard Mullaney, of the American 
Gas Association. The study was based on interviews 
with over 15,000 customers of many gas companies. In 
part, Mr. Mullaney says: “In this analysis and rating 
it was found that the impression left by personal con- 
tact with employees was twice as strong as all other 
factors combined in determining the customer’s estimate 
of our service. In other words, the impression left by 
contact with meter readers, collectors, fitters, telephone 
clerks, tellers and so on, was twice as important as the 
promptness, dependability, efficiency, and 
physical quality of the service itself.” 


all-around 


Human Relations Aspect 

These findings emphasize the importance for constant 
attention to the human relations aspect of our service 
to customers. In a company like ours, the quality of the 
physical service itself has reached a degree of excellence 
at which its use becomes taken for granted. In a more 
pronounced degree, the occasional personal transaction 
of business with our representatives becomes the important 
factor in the molding of public opinion. That is a little 
different than when a purchase of tangible merchandise 
is made in a retail store. Frequently the conscious 
recognition of the value of the article purchased and the 
obvious benefits to be derived from it will temper a 
poor impression made by a company representative. 

Knowing that it is human nature for our people to 
think, “All of that is fine for the company, but what will 
[ get from it?” we point out the following five personal 
benefits at the first session: More conscious and con- 
scientious application of the fundamentals of good human 
relations discussed in the series of meetings should: 
Make our jobs easier and more pleasant, give the satis- 
faction of expert workmanship, make us improve ourselves 
and justify promotion, add to the pleasure of working 
for a company that has a high standing in the community, 
and improve off-the-job social and family relationships. 

The second part of the opening session is conducted 
by a representative of our advertising agency who gives, 
with the aid of pictographs and blown-up displays, a 
graphic presentation of the correlation between indi- 
vidual performance and formal advertising in creating 
and maintaining good customer relations. The most 
effective advertising we have is everything our employees 
do and say, on and off the job. There are no words or 
devices with which to convince people that we are a 
good organization to do business with, if they do not find 
it so in their own personal experiences. 

It has been our advertising policy for some time to 
make commitments to the public through the printed or 
broadcast word only with the authority of the employees 
for whom the commitment is made. If we were not cer- 
tain that these commitments will be fulfilled, it would 
be worse than a waste of money to publish them; it 
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would simply constitute untrue advertising which would 
react destructively upon us and do more harm than good. 

At the first meeting questionnaires are distributed to 
the members of each training group by which they may 
express their suggestions of points to be 
covered in the advertising of our ability, and our sincere 


ideas and 


desire to make it easier and more pleasant for our cus- 
tomers to do business with us. 

Following this meeting, which lasts about an hour, 
the group has lunch together at the expense of the com- 
pany. Our President joins the group at that time, and 
before we adjourn he discusses for about 15 minutes his 
analysis of the future of our industry and our company 
and the importance of good customer relations in that 
future. These meetings provide an excellent opportunity 
for employees and the head of the company to become 
better acquainted in a small informal group, a by-product 
we feel is important. At the conclusion of this session 
each person receives a folder containing a summary of 
the session, and he later receives summaries of the other 
sessions as the series of meetings progresses. 


The Ten Principles of Behavior 

The second and third sessions of the series are con- 
ducted by a member of the Department of Psychology of 
Washington University, located in St. Louis. Because 
we do not want our people to feel that they are being sent 
back to school, which would be distasteful to many, we 
try to avoid too much attention to the academic standing 
of the instructor. Instead ‘we introduce him factually 
to each group as one who has studied human behavior 
and is well qualified to review the fundamental principles 
with them. 

In these two sessions the instructor presents for dis- 
cussion ten principles of behavior: 

1. Feelings and emotions aroused by one thing in a 
situation tend to spread to other aspects of the situation. 

2. Human beings show a greater willingness and tend- 
ency to repeat any situation that gives them a feeling of 
satisfaction rather than a feeling of discomfort. 

3. An attitude of self-importance and personal worth 
is strong in every person. 

4. Human beings desire to be appreciated. 

5. The whole transaction is influenced by 
it is started. 


the way 


6. The customer is influenced by your appearance and 
manner, as well as by what you say. 

7. Beliefs and actions are determined more often by 
emotions than by reasoning. 

8. Individuals tend to identify their own welfare and 
esteem with the various groups with which they have 
become associated. 


9. Individuals differ in the degree to which they 
possess traits and characteristics. 


10. Appearance alone is an unsafe guide in sizing up 
a person correctly. 

A discussion of annoying mannerisms follows these 
points and we have prepared a list of about 70 of the 
common ones, such as, gum chewing, using endearing 
terms like “honey” and “dear,” not covering a cough or 
sneeze, and so on. The list is exaggerated in that we 
know most of our employees are careful not to do some of 
the things on it, but we have found that the listed annoy- 
ances stimulate thinking and every group suggests other 
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things that are perhaps not as glaring, but of which many 
are guilty. 

There are only two mediums through which we trans. 
act business with customers, vocally or by correspondence, 
Therefore, the quality of our speech, not public speak- 
ing but ordinary conversational speech, and the quality 
of the letters we write can affect the kind of relation- 
ships we have with others. The next four sessions of 
our training series are devoted to a review of the charac. 
teristics of good speech and good business letters, em- 
phasizing particularly how the principles of human be. 
havior are recognized and dealt with in both. Two 
sessions are devoted to each subject. The sessions on 
letter writing are included only for those employees 
who actually write letters for the company, and the 
omission of these sessions reduces the series to six sessions 
for others. 


The speech sessions are conducted by a member of the 
English Department of Washington University and, in 
his case also, we avoid overemphasis of his academic 
affiliations. In a very practical way he analyzes for 
each group in the first of his two sessions the principal 
faults of speech, of which there are four: faults of 
utterance, voice, attitude, and grammar and language. 


Here are a few examples of some of the faults which 
we exaggerate in order to illustrate and stimulate think- 
ing and self-analysis by the group. Faulty utterance is 
the result of sloppiness or sluggishness caused by omis- 
sion of distinguishing consonants and telescoping or slur- 
ring of words; bad pronunciation caused by regular 
substitution of one sound for another, ignorance, false 
analogy; combined with gum chewing, cigar chewing 
or general laziness of lips, jaws, and tongue. The result 
is speech which is understandable, but which uncon- 
sciously irritates others because they must exert then- 
selves to understand. 

Faults of Voice 

In discussing faults of voice we go into such matters 
as loudness, pitch, dullness, deadness, or lack of anima 
tion. Faults of attitude—we point out how much easier 
it is to reflect a genuine attitude of friendliness, sym- 
pathy, and interest in our speech, than it it to disguis 
the negative attitudes which creep out in our speech re 
gardless of how well we think we can control it. 

The second speech session is a speech clinic at which 
each member of the group has an opportunity to record 
his voice, first reading something of his own selection 
to become accustomed to the recording equipment, ané 
later in extemporaneous conversation with the instructor! 
or some other member of the group. When the recording 
is played back to the group each one hears himself much 
as others hear him, perhaps for the first time. The 
instructor, in a diplomatic manner, offers suggestion 
for improvement of specific faults he has noticed. From 
several experiences early in our use of this technique 
we found that the group needs careful preparation if 
order to avoid embarrassment or belief that their per 
formance in the session would later be used to thei 
disadvantage. As an example, we have found that telling 
the group in the beginning that the record of their voices 
will be destroyed at the end of the session, and thet 
actually destroying it before the meeting adjourns, is @ 


(Turn to, “Personnel,” page 15. 
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dence, 
speak- 
juality 
|ation- 
=e i pensable. 
— Suggests Greater Cooperation 
ne ‘be Improved collections and low bad debt losses are 
Two @ attributable to adequate credit reports, but a high 
yns on @ standard of efficiency cannot be maintained unless the 
nloyees bureau membership contributes toward that end. If we 
id the @ fail to supply the bureau with the necessary information 
essions @ for the compilation of a complete report, we cannot 
expect to derive full benefit from the experiences of 
of the other stores. It is highly commendable that the bureaus 
ind, inj® have performed admirably under trying conditions. 
ademic § With the increasing problem of the migratory worker in 
ves for the war production areas, the bureau is in a position 
rincipal # to render invaluable service, not only in credit report- 
ults off ing, but in skip tracing and location of bad debtors. 
nguage.@ The responsibility for the efficient functioning of the 
; which ® bureau and assisting it to regain its former position in 
> think-§ the community rests squarely on the shoulders of the 
rance is members themselves, and if an inadequate report comes 
y omis @ to us they are to blame.—Frank Batty, General Credit 
or slur Manager, Hale Brothers, San Francisco, Calif. 
regular 
€, false Aids in Collecting Accounts 
hewing é ; : 
aol If you sell merchandise on a credit basis, you cannot 
uncon-q °Perate efficiently without the services rendered by an 
. aan organized credit bu.eau. It is the only source of informa-. 
tion on which to gauge the value of your applicant for 
j credit. You cannot reach an intelligent decision by 
Voiee® instinct. I have collected many accounts of long stand- 
matters ing, some of them outlawed for years, through the 
; anima cooperation of the bureau and its members. When a 
ch easier member refuses to open a charge account with an appli- 
Ss, sy cant because he owes another store money, the merchant 
disguis™ helps to collect that account. I depend on the services 
veech te of the local credit bureau to such an extent that I cannot 
t. conceive the operation of a credit department without 
at which access to its files——-W. G. Cassmeyer, Credit Manager, 
o recori™ Merchants Ice and Coal Co., St. Louis, Mo. 
selection 
ent, ane Compares Service With Insurance 
nstructo! [ compare the credit bureau with a large insurance 
recor ding company which exists for the protection of its members. 
elf much I consider every bureau report in our files an insurance 
ai The policy on the particular account which it covers, and 
= the store is the beneficiary of this group insurance plan. 





These reports definitely distinguish the credit risk of 
the individual of financial standing and moral responsi- 
bility from the individual of less desirable credit qual- 
fications. The value of the regular charge accounts, as 
well as the installment accounts in any store can be 
estimated to a large degree on the completeness of its 
credit reports, which will vary in direct ratio to the 
soundness and efficiency of the institution that issues 
them.—S. E. Edgerton, General Credit Manager, The 
Broadway, Los Angeles, Calif. 
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There Is No Substitute 
For Credit Bureau Service 


COMMENTS of 13 leading credit executives in the U. S. 
and Canada indicate that credit bureau service is indis- 


One said, “It is as necessary as a City Directory.” 


Invaluable in Financing Loans 

Credit bureau service has been invaluable to us in 
the financing of installment loan credit. We have carried 
a special membership in the local credit bureau, and in 
the N.R.C.A., for our Installment Loan Department 
since it was organized nearly 15 years ago. One of the 
outstanding benefits of credit bureau service is that 
through this medium you can obtain unfavorable informa- 
tion from the files, and have the applicant’s references 
checked at the same time. This information is helpful in 
preventing losses—Giles F. Foley, Vice-President, The 
Denver National Bank, Denver, Colo. 


Helps Calculate Risks 

Credit bureau service is, has always been, and always 
will be a must with me. My judgment is no better than 
my information, and the credit bureau has supplied that 
information well. I express myself as follows to the 
credit executives of the district under my supervision: 
Use your credit bureau, not because it needs support, but 
because you need its information. You may be able to 
pick the good ones, and it is possible that you may be 
able to pick the bad ones, but there are a large group 
of “in betweens” who can make or break your credit 
volume. It is on this group that the credit bureau is of 
the greatest help. It helps you calculate your risk, and 
a calculated risk is much more desirable even if you lose, 
than is the blind taking of a chance.—Harry S. Hahn, 
Manager, Customers’ Accounting and Collecting Depart- 
ment, Ohio Fuel Gas Co., Columbus, Ohio. 





Has Many Valuable Services 


The credit executive must have the best and highest 
type of tools to work with in order to do the job that 
has been entrusted to him; the building of good will 
and increasing sales volume through credit accounts. 
The most important tool the credit executive has is the 
services of the credit bureau. The applicant’s employ- 
ment trade references and residence can be investigated 
more completely and more quickly by the bureau because 
of its connections with personnel departments and _ its 
complete file information. Many firms will not verify 
employment direct, but will give the information to the 
credit bureau. The services of the bureau are invalu- 
able in the tracing of skips, keeping you advised of over- 
buying by certain customers, and supplying adverse in- 
formation, and the listing of customers who have gone 
into or returned from military service. The activities 
of the credit bureau in pushing desirable legislation that 
helps credit granters, and keeping them informed of 
better methods of handling credits and collections are 
part of the bureau service. 

How about the people who have lost war jobs and 
moved leaving unpaid accounts? The credit executive 
has only a few clues as to their new address, whereas 
the credit bureau has hundreds. There are many other 
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reasons for using the credit bureau services, such as the 
bureau meetings, the associations made with other credit 
men through bureau activities, and the opportunity to 
express individual views regarding credit to interested 
people—A. B. Hunter, Credit Rudolph 
Wurlitzer Co., Chicago, II. 


Ready For Its Greatest Test 

V-J Day has passed, and the credit bureau structure 
is ready for its greatest test. In the 27 years in which 
the Credit Bureau of Greater New York, Inc., has been 
in operation, more than 1,000 of the largest granters of 
credit in the world have demonstrated beyond question 
that cooperation in credit granting is not only wise, but 
absolutely necessary. Clearing every account through the 
bureau, reporting every bad account to the bureau, and 
turning down those applicants who have paid others too 
slowly or not at all, assures profitable business and mini- 
mum losses, and eliminates the greatest evil in credit 
extension; the loading of the customer with debts beyond 
his ability to pay. The safeguarding of credit in the 
future will be in direct proportion to the use of the local 
credit bureau by every type of business or profession 


Manager, 


which extends credit to individuals, observing the simple 
fundamentals of credit—Louis H. Jacobs, President, 
Credit Bureau of Greater New York, Inc., and Credit 
Manager, Ovington’s, New York, N. Y. 


No Substitute For Bureau Service 

The importance of the credit bureau has been recog- 
nized by management throughout the history of our firm. 
It has been our policy to obtain a complete up-to-date 
credit report on every applicant. The wisdom of this 
has been reflected in a low bad debt ratio in good times 
and bad. There is no substitute for the credit bureau. 
The advantages of credit bureau service have never been 
exemplified more than in the past four or five years. 
The transfer of records through the credit bureau of 
the many thousands of applicants that have moved from 
one city to another during the past few years has per- 
mitted the credit manager to obtain the ‘back home” 
picture of the applicant, and as a result, pass intelli- 
gently on his credit. ‘This same transferring of records 
which the credit bureaus have done so well, despite many 
handicaps, will be invaluable from a collection stand- 
point when these temporary 
homes.—F. W. Johnson, 
Marcus, Dallas, Tex. 

Right Arm of Credit Executive 

A well-operated and alert credit bureau is the right 

arm of the progressive credit executive. 


residents return to their 


Credit Manager, Neiman- 


The strength 
of this right arm is in direct proportion to the coopera- 
tion of the credit executive in enabling the bureau to 
enrich its files, and to the use that the bureau makes of 
this assistance. The principal duty of the bureau is to 
furnish as quickly as possible as much accurate credit 
To do 
this, its files must be complete and up to date, and the 
operation of them efficient. The credit executive and 
bureau operator should start now to get their files in 
order for the coming credit avalanche. Bureau members 
should renew their oath of allegiance to the bureau, 
while the bureau manager should start thinking of im- 
proving his service to his members. If we all do a good 
job, our future problems of former defense workers, 
returning soldiers, selective service defaults, migration of 
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information as possible, under given conditions. 


workers, etc., will be substantially lessened.—William 
J. Kirby, Credit Manager, Gilchrist Co., Boston, Mass. 


Credit Executives Must Pool Experience 


Our experience over the years has shown conclusively J 


that the most valuable factor in gauging the desirability 
of a credit risk is the reputation established for the care 
of obligations. This is the supreme test, and it exemplifies 
complete coordination of character, capacity, and capital, 
It can only be ascertained if the merchants of a com- 
munity pool their experience through the medium of the 
credit bureau, and the cost is considerably less than the 
saving in bad debts and collection expense—T. L, 
Robinette, Superintendent, The Robert Simpson Com. 
pany, Ltd., Toronto, Canada. 


Cannot Operate Profitably Without It 
A good credit executive is not merely an accident. 
From the time he assumes charge of the department until 
his promotion or retirement, he must be on his toes 
both physically and mentally. 
such as cutbacks and 


With numerous problems 
reconversion facing the credit 
executive, it is more and more necessary to depend upon 
that important adjunct to credit granting—the credit 
bureau. This service has convinced me over a period 
of twenty years that without it we would never have 
been able to operate profitably on such a large volume 
in the past, and this volume may be considerably in- 
creased in the future. May the bureau’s many services 
have the complete cooperation of every credit granter. 
—J. A. White, Vice-President, Harris Stores Co, 
Pittsburgh, Pa. 
As Necessary as a City Directory 

We have used the services of our credit bureau every 
day for 20 years; it is as necessary as a city directory. 
Credit bureaus must dig a bit deeper and wider, if the 
are to keep pace with and apply broader understandings 
to the future human problems. The present high pur- 
chasing power is drying up, so to merchants I say, make 
your ‘Credit Bank’ human, dependable, and more in- 
formative as to consumer habits and background b 
‘depositing’ information with it so you can ‘withdraw’ 
it when needed. If in doubt about its value, check your 
credit loss ratio with the man who uses the bureau. 
—A. C. Williams, Credit Manager, R. H. Williams & 
Sons, Ltd., Regina, Canada. 


Must Be Used Regularly 
As competition for business increases, credit problem 
will increase in greater proportion. 


If for numerous 
reasons you have had to make any short-cut in your it 
vestigation procedure, now is the time when you should 


look ahead to the future. Therefore, the more infor 
mation you have on the credit application, the more the 
bureau has in its files. This is particularly true, if 3 
duplicate of your application is sent to the bureau, for 
as each member contributes, the whole structure & 
strengthened. ‘The credit granter will assume an evel 
bigger part in the postwar era and consequently this & 
the time to do everything possible to add to the complete 
ness of the bureau’s files. Use your bureau regularly 
and give it the benefit of everything that you know about 
each account. This applies to whether you are checking 
an application, answering an inquiry, or seeking collection 
of a past-due account.—Clarence E. Wolfinger, Credit 
Manager, Lit Brothers, Philadelphia, Pa. 
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Bureaus Survey Postwar Buying 


HE CREDIT BUREAUS of the nation are 

developing a new service to the business com- 
munity—market research. It is a type of work 
for which the credit organizations are ideally 
equipped. Results are assured acceptance by the 
merchants and manufacturers who already are 
employing the credit bureaus to gather dependable 
data, while by broadening the scope of their serv- 
ice, the credit bureaus may develop an additional 
source of worth-while revenue. 

Time Magazine employed the services of credit bu- 
reaus in 600 localities to check the validity of mail 
questionnaires in various income groups. A large New 
York advertising agency paid substantial sums to credit 
bureaus in key centers to contact heads of households in 
carefully designated income groups, and to persuade these 
home purchasing agents to answer periodic questionnaires 
on various subjects. Realizing that the credit bureaus 
have valuable information in the research field, the 
Spokane newspapers made an agreement with Melvin T. 
Warrick, Assistant Manager of the Spokane Credit 
Men’s Rating Bureau, to conduct a survey in the news- 
papers’ field which would answer the question, How will 
the residents of Spokane and the Inland Empire spend 
their wartime surplus during the early months of peace? 

The Spokane bureau enlisted the cooperation of af- 
filiated credit bureaus in the 18 communities included 
in the survey. “The time chosen for making the survey 
proved to be a good selection. Five hundred, or 46.3 
per cent of the interviews, were conducted within 12 


days before the enu of the war, including 30 interviews- 


on August 14. The last interview on that day was at 
4:00 p.M., just as whistles signified the coming of peace. 
The remaining 580 interviews were conducted within 17 
days after Japan’s surrender. 

A two-page questionnaire was used, the first page being 
filled in largely from credit bureau files, and the second 
page from interviews. One of the questions of major 
interest to credit executives was: How do you plan to 
pay for your major postwar purchases? A summary of 
the answers follow: 

SPOKANE OUTSIDE 

No. Percent No. Percent 
Out of Savings 91 16.7 85 15.9 
Time Payments 144 26.4 105 19.6 
Cash in Bonds 85 15.6 14 2.6 
Pay Cash 191 35.0 234 43.8 
Combination of time payment 

and one other method 11 2.1 73 13.6 
Combination of either bonds, 

cash or savings 23 4.2 24 4.5 

Of especial interest to merchants were conclusions 
arrived at as to the percentage of families in the Spokane 
market who intend to buy various articles as soon as the 
merchandise is available. Tabulation of the question- 
naires resulting from 1,080 interviews indicated that 
among all households cooperating in the survey, the fol- 
lowing percentages intend to buy the articles listed. 

®RALPH E. DYAR wrote this article exclusively for 
The Crepir Wort. He is Director of Promotion and Re- 
search for The Spokesman-Review, Spokane Daily Chronicle, 
The Pacific Northwest Farm Trio, and the dealer publications, 
The Business Mirror and Business Building Bulletin. 


Percent of 
All Householders 


AUTOS AND HOME CONVENIENCES 


Automobile 
Quick Frozen Foods Cabinet 
Electric Range 
Mechanical Refrigerator 
Vacuum Cleaner 
Washing Machine 
Automatic Hot Water Heater 
FURNITURE 
Living Room 
Bedroom 
Dining Room 
Other 
NEW HEATING SYSTEMS 
Oil 
Hot Water 
Warm Air 


A large demand for building material is also ex- 
pected since 13.6 per cent of the families participating 
in the survey expect to build homes, and an additional 
22.8 per cent intend to remodel their present structures. 

Flow of trade from satellite communities to a central 
metropolis was another subject included in the credit 
bureaus’ study. In the smaller centers surrounding 
Spokane the question was asked: Do you expect to do 
some of your postwar buying in Spokane? 
as follows: 


Answers were 


YES NO 
Number Percent Number Percent 

6 towns within 50 miles 

of Spokane 152 86.4 13.6 
7 towns between 50 

and 100 miles 136 64.7 
5 towns between 100 

and 150 miles 95 63.8 


Results of this survey have been published in a twelve- 
page booklet entitled The Clouds Roll By in the Spokane 
Market. 





Prominent Chicago Department Store invites 


selected budget customers to open 30-day charge 
accounts via Reply-O-Letter. Shows results as 
high as 26%! 


Why it ups returns—the handy reply card 
encourages customer's reaction. Easy for 


you to mail. Easy for customer to reply. 





150 West 22nd Street. N.Y. 11 
215 North Michigan, Chicago 1 
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Credit Operation 


Of a Small Specialty Shop 


NLIKE THE large credit office, the small 

store office must follow a procedure all its 
own. Customers do not expect much personal at- 
tention or extra service in a large officé that 
handles thousands of individual accounts. The 
small office automatically and cheerfully gives that 
extra service to its relatively small number of 
patrons. 

In a large department store, the customer, after estab- 
lishing credit, seldom has occasion to contact the mem- 
bers of the credit staff, especially if her account remains 
in good standing. In the case of a small specialty store, 
however, the situation is entirely the opposite. Our office 
is located on the same floor as our sales departments. Its 
staff consists of two cashiers, one for cash sales and one 
for accounts receivable collections, a posting-machine 
operator, a credit manager, and an assistant. These girls 
handle the credit procedure for the entire store. ‘They 
are in constant touch with our customers, both cash and 
credit. 

Our Credit Plans 

We have 30-day charge accounts, monthly budget ac- 
counts, and lay aways. Each employee must learn all 
of the duties of each office position. Our posting-machine 
operator must be an expert interviewer, the cashier must 
be capable of handling credit reports, and the assistant 
credit manager must be a stenographer as well as a relief 
cashier. 

We select our credit office employees with care. Since 
the credit office is the best sales promotion agent in the 
store, each one must be a good salesperson. She must 
have poise, tact, sincerity, a good appearance, and a genu- 
ine interest in all customers who enter our doors. A 
smile and a pleasant greeting are vital requirements. We 
consider the credit department the hub around which 
our entire business revolves, since no sale can be com- 
pleted without passing through its hands. 

Applicants for credit are interviewed by the credit 
manager or her assistant in a private office adjoining the 
main credit office. We endeavor to immediately put the 
customer at ease, and to make her feel entirely welcome. 
The credit application is cleared through the credit bu- 
reau, and the customer is notified as soon as the account 
is opened. Rejected accounts are handled with the ut- 
most tact, in order to retain that customer as a cash 
patron. Carefully worded letters, mailed promptly, are 
an important item with us. 

Our charge tickets and controls are posted daily, and 
the accounts are kept in trays on wheels. Authorization 
of credit sales is done directly from the up-to-date ledger, 
and must be handled rapidly. While a customer may 
be content to wait for a few moments for authorization 
in a larger store, she will not permit any delay in a small 
store. She expects everyone to know her, and her credit 
record; and we usually do. 

On the eleventh of each month, all frozen or past due 
accounts are withdrawn from the regular tray, and are 
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Nadine Iola 
Credit Manager, Fields of Tulsa 


placed in a separate ledger tray. In this manner, they 
are all together and can be serviced faster. A courteous 
though firm notice is sent to all frozen accounts. It ex- 
plains that the account is closed to further purchases in 
accordance with Regulation W, and it requests payment 
in order that credit privileges may again be available. 
At the end of two weeks, if the account in default has not 
been paid, we endeavor to contact the customer by tele- 
phone. Information received concerning the date that 
payment will be made is recorded on a collection record 
card, and filed in a dater-file. Each day this file is con- 
sulted and notations are checked and followed up. As 
soon as a past due account has been paid, the posting 
machine operator removes the ledger sheet from the past 
due tray and places it in the current tray. If telephone 
calls and courteous collection letters fail, a registered let- 
ter is sent when the account becomes 120 days old, and 
a return receipt is requested. In this registered letter a 
final date is set for payment, and if no response is received 
by that date, the account is filed for collection with our 
bureau collection department. 


In handling our past due accounts, we are very lenient 
with any customer who comes to us and explains the 
reason why the account is past due. We are especially 
lenient in cases of illness. 

We use the same credit application for opening a 
budget account as for a charge account. When opening 
any account, we determine whether the customer wishes 
to pay in full in 30 days or prefers a longer time. On 
budget accounts, we collect one-third down payment, and 
the balance is divided into payments agreeable to the 
customer. Our collection follow-up is similar to that on 
charge accounts. A dater-file is used to follow up the 
monthly or weekly payments, and notices are mailed out 
if our customers forget to pay on the due date. 


When an account is inactive for three months, a color 
ful, carefully worded card is sent out, reminding the cus 
tomer that the account is waiting for her use, and that 
we have missed her. We also send to inactive customers 
any advertising matter that we may have describing new] 
merchandise. On the occasion of a special sale, notices 
are sent to charge customers a few days in advance of 
the regular newspaper announcement. Although we feel 
that the opening of a new account is a very important 
function in the credit office, we also feel that the reten- 
tion of our old accounts is equally important. We want 
each customer to consider our store a must on her list 
when she goes on a shopping trip. wih 


Illustrations »> > 

Letter No. 1 is sent to new charge accounts; Letter No. 2? 
is sent to inactive accounts; Letter No. : sent to those 
accounts that are in defalilt; and Letter No. 4 is sent # 


past-due accounts. Illustrations Nos. 5, 6, and 7 are printed 
cards which are sent regularly to inactive accounts. 
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Dear Mrs. Doe: 















FIELD'S thanks you for the opportunity to serve 
you. It is a pleasure to add your name to ovr 
list of customers, and we hope that you will use 
your FIELD'S charge account frequently. 


It ex- 





ur remittence by return 









| 411 restore r account to its cus- 
yen Will you pl 


ease get in touch 





yment 


ilable. 


We are pleased to advise that we are extending 


to you our full credit facilities, Thenk yout 










VONTHLY CHARGE ACCOUNT: 




























Very truly yours, 
~Purchases made durin i 4. 
las not this month are due the 10th of next month, and A a Fired Wve 
A payable from the 10th of next month to the 10th ae 
\ tele- of the second month. : ' 
\ TERMS: 
e that BUDGET ACCOUNT:-1/3 cash, balance in monthly uate 
semi-monthly, or weekly payments. : eee envy ——— 
record Budget Accounts - 1/3 a pionangger. reps or 
E We feel sure that you will find your FIEID'S . xly peyees ts. 
is con- charge account a real convenience, and we look ° 


forward to the pleasure of 


ma ha 
relationships in the future ny happy business 


p. As i sem 











Remember that your charge account is ready for 


posting you at any time! 
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Very truly yours, 
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Credit Manager 
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Mrs. Frank Summers 
1445 Yale Avenue 
Tulsa, Oklahoma 
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T'will please us to hear you ALES 
say "Charge it " again! 


Wiss Vary Doe 
1239 4, Yarvard 
Tulsa, Oklahoma oad 
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Dear Viss Doe: 




















They say there is no sentiment or friendship 
in business...2till we like to consider our 
customers our friends. Continued patronage, 
we feel, expresses friendly confidence. 
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When you stop using your account here, we 
wonder why...we feel we have lost a friend. 
So we ask you a8 we would ask an old friend: 
"Why don't you come in and use your account?" 





Your patronaze is apprectated...and we want 
you to know that your account is here... just 
waiting for you to say, "Charge it." 










Very truly yours, 
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SAINT LOUIS honors 


EARL E. PADDON 


PRESIDENT 


OF THE 


NATIONAL RETAIL CREDIT ASSOCIATION 


EARL E. PADDON, the thirty-first president of the 
National Retail Credit Association, and Credit Manager, 
Lammert Furniture Co., St. Louis, was honored October 
10, 1945, at a testimonial dinner at the DeSoto Hotel 
given by the Associated Retail Credit Men of St. Louis. 

The outstanding meeting of the year was the gathering 
of the credit fraternity of St. Louis; Past Presidents 
of the St. Louis Association, National Officers, visiting 
utility credit executives, and representatives of the mer- 
chants assembled to pay tribute to one of St. Louis’s own 
sons. 

Kurt A. Schrader, Vice-President, Boyd’s, St. Louis, 
was the speaker of the evening. Mr. Schrader presented 
managements’ view on credit extension, and the situation 
as it is developing, adding that a liberal credit policy 
would be the slogan of business. The speaker advocated 
close cooperation between credit men and management to 
assist in keeping credit on a sound basis. 

General Manager Crowder expressed on behalf of the 
National Retail Credit Association appreciation for the 
serious thinking and assistance rendered by President 
Paddon. He predicted a most successful year. 

Harold Wallace, General Manager, Associated Credit 
Bureaus of America, testified to the high regard in 
which the bureau managers hold Mr. Paddon. He ex- 
pressed appreciation for his interest and continued efforts 
on behalf of the credit bureaus of the nation. 


A most distinguished group headed the speakers’ table. 
For more than thirty years, St. Louis has contributed 
much to the development of the National Retail Credit 
Association. Surrounding the National President were 
such men as C. F. Jackson, Credit Manager, Famous- 
Barr, former Vice-President of the N.R.C.A., and the 
first President of the Associated Retail Credit Men of 
St. Louis; Sig Wolfort, retired, until recently Credit 
Manager, Stix, Baer & Fuller, former National Director ; 
E. F. Horner, Credit Manager, Kline’s, former National 
Director; Wm. T. Snider, Credit Manager, Scruggs, 
Vandervoort & Barney, former National President; 
Walter Cassmeyer, Credit Manager, Merchants Ice and 
Coal Company, Director, District Seven, N.R.C.A.; 
Louis Wellinghoff, Credit Manager, Boyd’s, first Presi- 
dent of District Seven, N.R.C.A.; Essie January, Assist- 
ant Credit Manager, Stix, Baer & Fuller, President, 
District Seven, Credit Women’s Breakfast Clubs of North 
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America; Robert Warren, Credit Manager, Arkansas 
Light & Power Company, Pine Bluff, Ark., National 
Director; Wm. Sensrott, Manager, the Associated Retail- 
ers of St. Louis, representing the merchants of St. Louis; 
Tuscan Boaz, Assistant Credit Manager, Boyd’s, and 
President of the Associated Retail Credit Men of St. 
Louis; A. J. Kruse, Manager, the Credit Bureau of 
St. Louis, Secretary, Associated Retail Credit Men of 
St. Louis, and Secretary of the National Retail Credit 
Association in 1916-1917; and Dorothy Kuhs, Assistant 
Credit Manager, Lane Bryant, and President of the 
Credit Women’s Breakfast Club of St. Louis. 

President Paddon responded to the many expressions of 
cooperation with a strong appeal to credit executives 
everywhere to remember that credit policies have been 
developed under the auspices of the National Retail 
Credit Association for more than thirty years, and we 
are now at the point where government control should 
become a thing of the past and credit executives should 
again resume their rightful place in business management. 
He called attention to the National Association’s Code 
of Ethics as an excellent community credit _ policy. 
Mr. Paddon expressed the opinion that retail credit 
management would always be striving for constant im- 
provement in credit policies to the benefit of both cus- 
tomer and merchant. 

His St. Louis friends remembered the occasion by 
presenting him with a beautiful ultramodern Parker Pen 
and Pencil Set, and a picture of himself, size six feet by 
four feet. The Credit Women’s Breakfast Club of St. 
Louis presented him with a set of gold studs and cuff 
links. 

Mr. Paddon has had a most enviable career in the 
credit profession covering a period of over twenty-five 
years. He served as President of the Associated Retail 
Credit Men of St. Louis, as chairman of various com- 
mittees, and as director on the boards of both the Credit 
Men’s Association and the Credit Bureau of St. Louis. 
At this time he is President of the Credit Bureau of 
St. Louis. 

No one has contributed more, and few as much to the 
cause of better credits, as has National President Paddon. 
St. Louis congratulates the credit men of America on 
selecting Earl Paddon as their 1945 President.—A. J. 
Kruse, Manager, Credit Bureau of St. Louis, St. Louis, 
Mo. wae 
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National Membership Activities 


Final Membership Results 


Recently we received the following letter: 
“Il read the November Crepir Wor cp with interest, 
and took particular note of the national membership 


activities. I have referred to previous issues, but I have 


been unable to find a breakdown of the cities that have 
cooperated with you in getting new members. In look- 
ing over my records I find that we secured 30 new 
members for the N.R.C.A. in April and May, 1945, and 
[ presume there have been other cities that have not 
been listed. Therefore, I would suggest that all of the 
members be given some recognition. 

“] wish to congratulate you on the improvement shown 
in the recent issues of the publication, and I am still 
interested in adding more members for Richmond in the 
future.”—George C. Robinson, Secretary, The Retail 
Merchants Association of Richmond, Va. 


Below are the 1945 final membership figures that 
Mr. Robinson requested : 


Cities Reporting 10 or More New Members 
For the Year Ended May 31, 1945 


District No. 1 
RS en cnctsadaancsidbieapnis qenmieligselsininuaitiiaiilen 
Springfield, Mass. __-- ties 
Providence, R. I. ____- 


District No. 2 
Sa da cians dsiacinncomumeinabiep binge 
I TT, oo neni ais 2s ncaa acloniaode calenlictamenass sande 


District No. 3 
Jacksonville, Fla. ____- ‘ ; , 
ae nied 5. aanisci dain gedmaaieniois miaeaatoaes -- 
I a sae TE a Oe a 
*Charlotte, N. C. 
MU so cseccs ccs i cr iciecin cc a ih Sai kien 
RTs Sic in escso asd bce sate von es palette 


District No. 4 
meneame. Ala. ...............- 

I ati cles acts aaeaodubotadaige mt 

*Lake Charles, La. 

. ETE EERE ore anne 
RT I is ness ta ater coisas eat ihncemeciinrd 
Baton Rouge, La. _____- 
eee 

*New Iberia, La. 

I FU gia sie ccsiDidatt Set tntean cnr tscheatial aicdathataibdlces 
Jackson, Miss. 

*Hattiesburg, Miss. 

I 2 pc amc ss ergs la tical 
Nashville, Tenn. . 
I TS i ign ais ects nsdedpan selectins abcdicbeasicindalnantoes 


District No. 5 
PU IS sca csicinicsnreninnen nities 
“Windsor, Ont. _ 
"lames, Gee. .......... 


District No. 6 
Me EOS ice ween 
oo 
EE a ee 
RE a 


District No. 7 
a arin ial cs Race dis aomaipnavapiadilh 
. - © Se 
I iach iecininelaieh lente iaarialiacmael 
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District No. 8 
Amarillo, Tex. _____- maths 
Corpus Christi, Tex. 
Dallas, Tex. 
Fort Worth, Tex. 
Houston, Tex. ____-_- 
Galveston, Tex. 
“Gan Anges, Tee. ...-.......-.... 
San Antonio, Tex. 
Te SE. beitcmen 
Beaumont, Tex. ___-_- ; =e 
Pees Bee, Wee. .........4.<. 
*Texarkana, Tex. 
District No. 9 
Denver, Colo. ___-_- ic 
Perteis, W. M. .......- 
Salt Lake City, Utah 
District No. 10 
Calgary, Alta. — 
,. — | ee 
Great Falls, Mont. 
*Coquille, Ore. __..----- 
I Se 
Portland, Ore. 
Seattle, Wash. ___- 
Spokane, Wash. - 
SeOGA, Week ...44... 
*Pasco, Wash. 
Vancouver, B. C. 
District No. 11 
Long Beach, Calif. __- 
Los Angeles, Calif. ____- 
Gakiand, Calif. ........ ; 
San Francisco, Calif. ____-_- 
District No. 12 
Washington, D. C. _____ ae 
I I ins accent dialed 
OT i atcninndneecniencniannts 
Johnstown, Pa. 
Philadelphia, Pa. - 
Pittsburgh, Pa. 
*Williamsport, Pa. i 
*Richmond, Va. __--_------_- 
District No. 13 
TR, BES: cattimnntemcommnccs 


*New National Units. 


BINDERS 


for The Credit World 


CPAMPHLET type with stiff blue fab. 
ricoid covered sides and the words “Credit 
World” lettered in gold. Holds 12 issues. 
There is an individual wire for each issue, 
easily inserted. Every member should 
have a binder for each volume. Price, 
$2.00, postpaid.  -* - ee 


Order from 


NATIONAL RETAIL CREDIT ASSOCIATION 


Shell Building 


St. Louis, Missouri 
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--Charles W. Hurley 


It is with sincere regret that we announce 
the sudden death of Charles W. Hurley, 74, at 
a Houston, Texas, hospital, November 8, 1945. 

Born in Galveston, Texas, son of the first 
mayor of Galveston, Mr. Hurley moved to 
Houston at the age of fourteen, and lived there 
until his death, He was a charter member of 
the National Retail Credit Association, secre- 
tary of the Houston Retail Credit Association 
for 25 years, and for 37 years, until he retired 
in July, 1941, he was owner and operator of 
the Houston Retail Credit Exchange. 

Mr. Hurley was a member of the Holland 
Lodge No. 1, A. F. and A. M.; the York Rite 
Bodies; and the Ruthven Commandery. He 
held a charter membership in the Houston Ro- 
tary Club, was a member of the Arabia Temple 
Shrine, and of the board of stewards of St. 
Paul’s Methodist Church for more than 20 
years, 


Occupying a unique position in Houston, Mr. 
Hurley was regarded not only as a faithful 
servant of the public, but as an able and de- 
pendable advisor to the merchants and credit 
men of the community. The affection that 
was borne ‘‘Charlie,’’ to his many friends, was 
a tribute to a man whose character, civic, re- 
ligious, and domestic life were exemplary. 

He is survived by his widow, Mrs. Mary C. 
Hurley ; two sons, J. Collier Hurley of Houston, 
and Charles W. Hurley, Jr., of Pittsburgh, Pa.; 
and two sisters, Lota E. Hurley and Susie 
Hurley, both of Houston. 


It is impossible to find words to express the 
deep sense of loss that the passing of Charles 
Hurley gives us. To his family, his friends, 
and his business associates, we express our 
sincere sympathy. 

L. 8. Crowder 
Arthur H. Hert 
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Columbus, Ohio Credit Plan 
For Discharged Veterans 





THE CREDIT GRANTERS ASSOCIATION, 
and the Retail Merchants Association, Columbus, Ohio, 
recently approved the following plan for the extension of 
credit to discharged members of the armed forces. The 
plan is presented from the viewpoint of sound credit 
practice, fairness to the veteran, and good public relations. 

Part One of the program deals with handling service 
personnel accounts that are frozen under the terms of the 
Soldiers’ and Sailors’ Civil Relief Act. It is recom- 
mended that all member stores file with the Retail Mer- 
chants Credit Bureau a list of all accounts frozen under 
provisions of the Relief Act; that the bureau check this 
list against its day-to-day transactions and when evidence 
of a discharge from service is indicated, all interested 
stores must be notified ; and that the store instigate regu- 
lar collection procedure when the necessary six months’ 
period has elapsed. 

Part Two of the program deals with future credit 
extension to veterans. The following is recommended: 
In general, credit extension to veterans will be on the 
same basis as to other applicants. Returning veterans who 
had established satisfactory credit accommodations before 
being inducted into service should be immediately ac- 
corded the charge privilege after new or revised credit 
limits have been agreed upon. The returning veteran who 
had no established credit record prior to service should 
be checked from the angle of family background, personal 
references, etc., and when satisfactory, accepted on that 
basis. The pensioned veteran, regardless of previous 
record or experience, should be extended limited credit, 
and future transactions based on the manner in which 
initial credit is liquidated. In all classes, especially cases 
discharged for physical reasons but not serious enough to 
draw compensation, the border-line cases should be given 
an advantage, and potential losses should be anticipated 
and given consideration in the final accounting. 

Part Three of the program deals with personal serv- 
ice. It is recommended that credit executives set up an 
advisory committee, composed of credit executives of 
various lings, to counsel with veterans and veteran serv- 
ice organizations in all matters pertaining to retail credit. 
This program is subject to revision, based on future ex- 
perience. It is only through actual experience that the 
feasibility and practicability of such a plan can be proved. 
However, the basic principles are sound. 

Credit executives believe that this program will be 
effective in promoting good will and understanding, and in 
reducing to a minimum any potential misunderstauding 
between the store and the returning veteran. ane 





To do more business prefitably, and to help 
locate “‘lost customers,” always take a com- 
plete credit application from all new accounts 











and check these through your Credit Bureau. | 
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How Are Married Women 
As Credit Risks? 


WHEN ANALYZING the married woman as a 
credit risk there are two important points to consider. 
Is she employed or is she a housewife? This does not 
mean there is a material difference in these two women 
as moral risks; the difference lies in their ability to pay 
their accounts. 





The housewife is a good credit risk so far as prompt 
payment is concerned, providing the ability to pay exists, 
since she is usually interested in maintaining a good repu- 
tation for her husband and family. This risk should be 
considered from the standpoint of family income and 
type of articles purchased. If the housewife establishing 
an account is one of the average $3,000.00 to $5,000.00 
income bracket, she should be a good risk for credit in 
the purchase of necessities for household and family 
clothing; however, a limit should be placed on such an 
account. This limit should range from $50.00 to $100.00. 
If the purchase is to be a piano, automobile, large furni- 
ture purchase, frigidaire, or any other item requiring a 
conditional sales contract, her husband should be brought 
into the transaction. This procedure would tend to bring 
about a clear understanding between the credit depart- 
ment and the family unit. In some states it would be 
necessary for the husband to sign conditional sale con- 
tracts in any event in order to legalize them. In com- 
munity property states this is not necessary; however, it 
is a good practice. 

The career woman, married or single, has her own 
income, and with 2 favorable report as to her length of 
service, salary, and paying habits, she should be a good 
credit risk. However, a limit should be placed on the 
account in accordance with her purchasing power. If, 
in the purchase of large items, she cannot make the pay- 
ments without drawing on her husband’s income, he 
should be consulted and the amount agreed upon. 

Married women are our largest purchasing power 
they should be free from restrictions, and usually they 
will be found to be good credit risks —Lucy J. McClurg, 
Glen C. Stater Co., San Francisco, Calif. ake 





The BOO HUT ) 
et) 


Business Organization and Practice (McGraw- 
Hill Book Co., Inc., 330 West 42nd St., New York 18, 
N. Y., 557 pages, $2.75)—The purpose of this book is 
to show how business is organized and operated, not from 
the external viewpoint of the economist, politician, or out- 
sider, or even the investor, but from that of the operator 
who is responsible for the successful operation of the 


business. Ww 


Departmental Merchandising and Operating 
Results of Department Stores and Specialty 
Stores (Controllers’ Congress, 101 West 31st St., New 
York 1, N. Y., 59 pages, $5.00)—This is the twentieth 
annual study on this subject, and contains an analysis of 
earnings, expense, margin, and sales for North American 
department and departmentized specialty stores. 

Ww 

The 1946 Credit Manual of Commercial Laws 
(National Association of Credit Men, One Park Avenue, 
New York, N. Y., $6.50)—This manual saves you hours 
of time, and saves hundreds of dollars for your firm by 
giving you finger-tip guidance on scores of questions that 
arise in your work. The regular price of the manual is 
$6.50; however, a special price of $5.35 has been offered 


to all members of the N.R.C.A. if ordered before Janu- 


ary l. w 


Proceedings—Seventeenth Boston Conference 
on Distribution (Daniel Bloomfield, Director, Boston 
Conference on Distribution, 86 Federal St., Boston 10, 
Mass., $3.75)—This valuable report contains all the 
speeches delivered before the outstanding national forum 
on distribution. It will be of direct value in appraising 
trends affecting the business of distribution. Orders for 
copies of this booklet must be placed before December 


15th, as any orders received after that date cannot be 
filled. 
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(Beginning on page 4) e 








great help in relaxing the members of the group so that 
their participation is more nearly normal. 

Our instructor in the two letter writing sessions is 
an expert in the subject who conducts a letter improv- 
ment service with a national clientele. In two sessions 
she covers: Mental Attitude, Smile Words, Irritable 
Accentuating the Positive, Long Words, 
Anglo-Saxon Words, Whiskered Expressions, and Gram- 
mar. The methods and advantages of the liberal use of 
expressions of approval in letters are also discussed. 
Finally, the mechanics of letter writing are covered. 
That is, such matters as the length of the letter, getting 
off to a good start, length and arrangement of sentences 
and paragraphs, and effective closings. 

At the final session, 


Expressions, 


the Manager of our Customer 








Business Department reviews and consolidates all of the 
preceding discussions, and we summarize the spirit of 
our Customer relations aims by showing a short sound slide 
film which we have found well suited to our purpose. 
The series ends with a re-emphasis of the importance 
of individual skill in dealing with people in the over- 
all customer relations program of the company. 
From the voluntary expressions of enthusiasm that are 
coming to us from people who have participated in this 
course of training, we are convinced that we are dealing 
with a subject where people sincerely want help, but are 
not sure how to go about it on their own. What we are 
doing is giving practical help to different people in various 
ways. No two are receiving exactly the same benefits, 
but apparently all are benefiting in some way. wik 
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UNDAY, AUGUST 19, was spent quietly in Seattle, as 
I had not notified my friends of our anticipated arrival 
Saturday night. 

Meeting of key credit executives of the Retail Credit. Asso- 
ciation of Seattle was held at the Seattle Athletic Club, Mon- 
day at noon, with President Don Minnock, credit manager, 
Continental, Inc., presiding. Had previously called on Mr. 
Minnock, and before the meeting also called on immediate 
Past President Wendell Sizemore, assistant vice-president, the 
National Bank of Commerce, and vice-president of District 10. 

Prior to the meeting I telephoned A. B. Merritt, in charge 
Seattle Branch of the Federal 
Reserve Bank of San Francisco, regarding a United Press re- 


of consumer credit for the 


lease of the 19th, which was commented on in a broadcast 
by one of the local stations. It was to the effect that charge 
account control would be dropped, and it was intimated that 
changes would be made in the installment provision of Regula- 
tion W. 
knew, it was only a rumor. 


by R. 


who stated they had received no information that charge ac- 


Was informed by Mr. Merritt that so far as he 
This was subsequently confirmed 
H. Morrill, assistant manager of the Seattle Branch, 
count control would be dropped. It was his opinion, too, that 
installment controls would not be drastically amended, for 
the present at least. Found ‘the credit executives very much 
interested in knowing what action can be expected in liberali- 
zation of terms under Regulation W, and when there is a 
possibility of changes taking place. As in other cities, the 
men were divided for and against Government credit control, 
though definitely interested in credit control by the credit 
granters themselves. 

Following the meeting, | accompanied Mr. Gordon S§. 
Macdougall, formerly controller and now divisional mer- 
chandise manager, MacDougall-Southwick, to the store to dis- 
cuss postwar credit plans, particularly installment terms, with 
G. G. Woodbridge, president of the company. Found him 
very much concerned in regard to the possibility of unreason- 
ably long installment terms. I mentioned the consumer edu- 
cational publicity campaign which we have under considera- 
tion, and found him interested. It was his opinion that the 
publicity would prove very helpful to retailers, and that 
Seattle would be definitely interested in the campaign. 

New Store Hours 

Learned that Frederick & Nelson, MacDougall-Southwick, 
I. Magnin, Rhodes Department Store, Bon Marché, Best’s 
Apparel, Eastern Outfitting Company, and Standard Furniture 
Company had discontinued the night hours and were again 
10:00 to 5:30. 
effective the day of our meeting, August 20. 


on prewar hours of The change became 
Two other 
stores, Lerner’s and Grayson’s, had tentatively agreed to the 
plan, but were waiting for approval from their head offices 
before advertising the change. Men’s clothing and jewelry 
stores had previously gone on prewar hours of 9:00 to 6:00. 

On Monday evening Mr. Sizemore called at the hotel for 
Mrs. Crowder and me, and we were joined at the home of 
Mr. and Mrs. Minnock. 


pleasant hour at the Sizemore home, we were guests of Mr. 
Minnock for dinner. 


Sizemore by Mr. Following a 
After dinner we had a very interesting 
drive over the city, and then returned to their home. Return- 
ing to the hotel, Mr. Minnock drove to a bluff overlooking 
the city and Puget Sound, from which we got a fine view of 
the lights of the city. 

Took the ferry Tuesday morning for Bremerton (about an 
hour and a half by boat from Seattle) for the luncheon meet- 
ing of the Credit Granters’ Association of Kitsap County. It 
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was held at the Bremerton Club, and attendance was between 
40 and 50. 
Boyce, Puget Sound Laundry and Dry Cleaners, president of 
the association. I was introduced by Miss Avadana Cochran, 
manager of the Kitsap County Credit Bureau and the firs 
president of the Credit Women’s Breakfast Clubs of North 
Mrs. Carolyn 
Condon, a former director of the Retail Credit Association 
of Seattle, and active in the Credit Women’s Breakfast Club 


of Seattle and in the Northwest, who is now associated with 


The meeting was presided over by Mrs, Statira 






America. She was elected at Spokane in 1937. 






Miss Cochran at the Credit Bureau, was also present, in addi- 





tion to Roy Noyes, vice-president of the Credit Granters of 





Kitsap County, and president of the Bremerton Trust and 
Savings Bank; R. I. Leonard, Kaufman-Lebo Company; and 








































Paul Rosenbarger, First Federal Savings & Loan Association, 





Following a short drive, as guests of Mrs. Boyce, we were 
escorted by Captain S. EF. 
Navy Yard. 


parture of the ferry for Seattle. 





Smith through the Puget Sound 
g g 





Unfortunately, our time was limited before de- 





We did, however, see a num- 





ber of ships which were being repaired, among them the 





cruiser Pittsburgh, who lost her bow in the typhoon in Japa 





nese waters. 





The repairs had almost been completed and ap- 





parently it was again in excellent fighting condition. 






The day prior to my visit to Bremerton two thousand of 


the Navy Yard workers had departed for home, some of them 








leaving their rooms and apartments (or houses, if fortunate 
enough to have one) in disorder. 











Only such things were 











taken by many of them as could be placed in automobiles or 











trailers. ‘This probably represented four to five thousand per- 
sons leaving Bremerton in one day, and the same condition 
was anticipated in other West Coast cities. 





























On Tuesday evening Mrs. Crowder and I were dinner 
guests of prominent Breakfast Clubbers, Mrs. Gladys Hale, 
president of the Seattle Credit Women’s Breakfast Club; 
Miss Avadana Cochran; Miss Mayme Crim, past district presi- 
dent of the Credit Women’s Breakfast Clubs of the Pacific 
Northwest; Mrs. Carolyn Condon; and Mrs. Clark Malmo. 









































On Wednesday morning I went to Spokane by plane, ar- 
riving about 10:30. Was met at the airport by National Di- 
rector R. T. (Dick) Schatz, Washington Water Power Con- 
pany; M. T. Warrick, Spokane Credit Men’s Rating Bu- 
reau; and John Busby, Alexander’s, president of the Spokane 
Retail Credit Association. 















































The regular meeting of the association was held at noon 
at the Davenport Hotel, birthplace of the N.R.C.A., and was 
presided over by Mr. Busby. 








I mentioned the consumer edu- 


F. L. 






cational publicity campaign which we may sponsor. 
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Croteau, Diamond Ice & Fuel Co., a past president of the 
Spokane association, expressed the opinion, based on the ex- 
perience of the National Association of Ice Industries, that 
the campaign will not be a success unless a sufficient budget is 
raised to pay for all publicity. He further said the advertising 
should be in national magazines, otherwise it would be 
handled in a “‘hit and miss”? fashion in different cities, some 
carrying on campaigns and others not. He furnished the 
name of the head of the association, in Washington, D. C., 
with whom I am to discuss the matter on my next visit to 
that city. 

Walter Jensen, executive secretary of the Northwest Credit 
Council, had breakfast with me on Thursday, at which time 
we discussed educational and membership activities of District 











ings 


anager 


Ae der 











10. As always, Walter was enthusiastic about the work in 
that District. ‘That evening Mr. and Mrs. MacLeod and | 
were dinner guests of Mr. Jensen at the Early Birds’ Club. 

Spent two days in Spokane, and calls were made on Past 
Presidents E. K. Barnes, vice-president, First National Bank, 
and Ralph W. Watson, R. W. Watson & Company, Realtors. 
\lso called on Harley Boyle, The Crescent, chairman of the 
Postwar Planning Committee; John Busby; Miss Ethel Dopp, 
R. J. Martin & Co., past president of the Credit Women’s 
Breakfast Clubs of North America; Fred Emry, Emr; 
Clothing Co.; T. J. Fahay, Union Oil Company; E. E. 
King, Palace Store; N. M. MacLeod, who has headed the 
Spokane Credit Men’s Rating Bureau for over 42 years; and 
Did not 
have an opportunity to visit National Director Schatz, as he 


Melvin Warrick, assistant manager of the bureau. 


left the city the afternoon of the meeting. 

Returned to Seattle by plane in the late afternoon. Dur- 
ing my absence Mrs. Crowder attended the dinner meeting 
of the Board of Directors of the Credit Women’s Breakfast 
Club. In some way they learned that it was Mrs. Crowder’s 
birthday, and before the dinner a beautiful corsage was sent 
to the hotel. At the meeting she was presented with an ex- 
quisite handkerchief. The evening I returned from Spokane 
Mrs. Crowder was the dinner guest of Mr. and Mrs. Malmo 
at the Olympic Hotel. 

Most of Friday was spent in Seattle, contacting those on 
whom I was unable to call on Monday. They included O. A. 
Shearer, Bon Marché; Howard Ericson, Best’s Apparel; Phil 
E. Wahlstrom, Schoenfeld’s Standard Furniture Co., recently 
discharged from the Marines; H. W. Woodford, of the credit 
department of Frederick & Nelson; and M. L. Storhow, 
formerly credit manager of that company and now operating 
superintendent. Also called on Lieutenant Commander E. 


“Pete” DeWitt, U.S.N.R., who expects to be released from 









the service shortly. After a well-earned vacation he plans 
to resume management of the Seattle Credit Bureau. 

B. M. Shepard, Rhodes Department Store, chairman of 
the Postwar Planning Committee, was not able to attend the 
meeting, but was represented by Charles Joselyn of that com- 
pany. Subsequently called on and discussed postwar credit 
plans with Mr. Shepard. While I did not have an op- 
portunity to call on him, I did have the pleasure, at the 
luncheon, of chatting with P. L. Bourlier, Carnation Com- 
pany, who was chairman of the Dairy Group at the Spokane 
convention in 1937. 

Discussed with F. W. Brownell, treasurer, and R. Wm. 
Peterson, assistant treasurer, Puget Sound Power & Light Co., 
the possibility of installment terms within the next two years 
eventually being more liberal than at any time in the past. 
Mr. Brownell stated that they formerly gave up to 6 years’ 
time on major appliances and, in his opinion, it was a suc- 
cessful operation because it enabled them to increase the con- 
sumer load to two and one-half times the national average. 
However, it was his opinion that we should now proceed with 
caution because of changed conditions. He felt that it might 
be a mistake to offer long terms again, and that when mer- 
chandise is available in quantities the problem should be given 
careful study. 

Took the four o’clock bus for Tacoma, and reached that 
city too late to make any calls. The meeting at the hotel, 
which was presided over by Miss Elsie Mueller, Mueller 
Harkins Motor Co., president of the Tacoma Retail Credit 
Association, was well attended, and the open forum following 
my talk was quite interesting. Many of the members par- 
ticipated, and the forum lasted so long that I passed up the 
bus on which I was scheduled to return to Tacoma and left 
the hotel too late for the second bus. 


Open Forum at Tacoma 

Among those present were E. G. Stevens, President of 
District 10; Wm. Boileau, formerly credit manager of Rhodes 
Brothers, who is now in the real estate business (the firm has 
held membership in the National Association since 1917); 
H. J. Benson, Reliance Furniture Co., past president of 
District 10, and a former N.R.C.A. Director; Clifford Elder, 
Credit Manager, Kegel’s, Inc., who has been active in associa- 
tion work for many years; Mrs. Edna Brill Rae, immediate 
past president of the Northwest Council of Credit Women’s 
Breakfast Clubs; and Mrs. Alfernia Allen, manager of the 
Tacoma Merchants Credit Bureau, and a loyal supporter of 
the N.R.C.A. 


and a very active association. 


Tacoma has a National membership of 156, 


Rather than have me wait for another bus, Mr. and Mrs. 
FE. G. Stevens drove me to Seattle, a distance of twenty-five 
or thirty miles. Mr. Stevens, by the way, is no longer credit 
manager of the Fisher Company. He is now manager of 
Lakewood Saxton which is located at the Lakewood Com- 
munity Center, a new development about eight miles from 
Tacoma. Found him very enthusiastic about the possibilities 
of his new position, and very much interested because he is 
now in the merchandising as well as the management end, 
including credits. 

Left Seattle by boat Saturday morning at 7:30, and reached 
Victoria, B. C., that afternoon about 1:20. Visits to Victoria, 
Vancouver, Edmonton, Calgary, Regina, and Winnipeg, and 
possibly Minneapolis and St. Paul, will be covered in Jour- 
NEYINGS for January. 





CREDIT WORLD 
is1s 17 


DECEMBER, 











ae RE DI 


— seen 


New Features Adopted at New York Meetings 

The Associated Retail Credit Men of New York City, 
has adopted several new features that have proved suc- 
cessful in getting their members better acquainted and 
stimulating interest. A host who wears a button giving 
his name, is assigned to each table, and it is his responsi- 
bility to see that the people at his table are acquainted 
with each other. A list of names is provided so that 
each person has a written record of the others at the table. 

The program is opened with an interesting speaker and 
followed by an open forum. Each table selects a spokes- 
man, and during the dinner discusses the questions on 
current events that are provided. ‘The spokesman ex- 
presses the opinion that is arrived at during the discussion, 
and if the question is answered correctly he is awarded 
$1.00. If he misses, the amount is added to the attend- 
ance prize. Bob Erskine, head of the adjustment bureau, 
tells one of the jokes that killed vaudeville, and two old- 
timers in the credit profession tell the most interesting 
or amusing experience of their career. ‘These programs 
have been very successful in stimulating interest and 
building attendance. 


Gilbert A. Marbach Joins San Antonio 
Merchants 

Appointment of Gilbert A. Marbach as manager of 
the adjustment department of the San Antonio Retail 
Merchants’ Association has been announced by C. C. 
Witchell, Sr., secretary-manager. Mr. Marbach_ has 
served as president of the San Antonio Retail Credit 
Association, the Associated Retail Credit Men of Texas, 
and was a director of the National Retail Credit Associa- 
tion for two terms. He has also been an active member 
of the board of directors of the San Antonio Retail Mer- 
chants’ Association. 


Harland Bush New Bureau Manager at Buffalo 
Harland C. Bush, formerly Manager, Credit Refer- 
ence and Reporting Company, Des Moines, la., and 
Secretary, Retail Credit Association of Des Moines, has 
been appointed Manager, The Credit Bureau, Retail 
Merchants Association, Buffalo, New York. 
Jerome W. Cundiff Now With A.C.B. of A. 
Jerome W. Cundiff, formerly Manager, Merchants 
Exchange, Ottumwa, Iowa, and more recently a Lieu- 
tenant in the United States Infantry, has been appointed 
Manager of the Credit Bureau Division of the Associated 
Credit Bureaus of America. A graduate of the Uni- 
versity of Iowa, he is well known to the credit bureaus 
of Iowa. His responsibilities will include membership 
service, bureau research, and promotional activities of the 


Credit Bureau Division of the A.C.B. of A. 


Wanted to Buy 


Crepir BurEAU. West or Northwest preferred, in 
town with population from 15,000 to 30,000. Back- 
ground in banking, credits, and collections. Box 5121, 
The Crepir Wor vp. 
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Coming District Meetings 
District Two (New Jersey and New York) will hold 
its annual meeting in conjunction with the Columbia 
Regional Conference, New York, N. Y., February 11 

and 12, 1946. 

Districts Three and Four (Florida, Georgia, North 
Carolina, South Carolina, Alabama, Louisiana, Mis- 
sissippi, and Tennessee) will hold their annual meeting 
March 18, 19, and 20, at the Hotel Charlotte, Charlotte, 
North Carolina. 

District Five (Kentucky, Michigan, Ohio, and On- 
tario, Canada) will hold its annual convention in con- 
junction with the 32nd Annual Conference and Credit 
Sales Forum of the National Retail Credit Association, 
Statler Hotel, Cleveland, Ohio, May 13, 14, 15 and 16, 
1946. 

District Seven (Arkansas, Kansas, Missouri, and Okla- 
homa) will hold its annual meeting at the Marion Hotel, 
Little Rock, Arkansas, February 18, 19, and 20, 1946. 

District Twelve (Delaware, District of Columbia, 
Maryland, Pennsylvania, Virginia, and West Virginia) 
will hold its annual meeting in conjunction with the 
Columbia Regional Conference, New York, N. Y., 
February 11 and 12, 1946. 


Richard H. Stout in New Position 
Richard H. Stout, President of the Morris Plan 
Bankers Association, joined the Industrial Bank and 
Trust Co., St. Louis, Mo., October 1, 1945, as vice- 

president in charge of consumer credit relations. 


Eric M. Stanford Joins I. Magnin & Co. 

Eric M. Stanford has resigned as assistant controller 
of the Milwaukee, Wis., Boston Store to join I. Magnin 
& Co., in charge of the controller functions of eight stores, 
with headquarters in San Francisco. Lt. James Jertson, 
USNR, formerly auditor of The Boston Store will suc- 
ceed Mr. Stanford. LeRoy F. Buckett has been named 
ofice manager, and Dorothy Griffith will be in charge of 
unit control. Both Mr. Buckett and Miss Griffith will 


assume some of the duties formerly assigned to Mr. Stan- 
ford. 


E. H. Lasseter New Credit Manager at Foleys 

E. H. Lasseter has recently been promoted to credit 
manager and auditor of Foley Brothers, Houston, Tex. 
Mr. Lasseter has been with Foley Brothers for a number 
of years, and: will succeed Mike Weinstein who has re- 
signed. 





Marshal Hale, Sr. 

Marshal Hale, Sr., 79, President of Hale Brothers 
Stores, Inc., until two years ago, died November 3, in San 
Francisco, Calif., after a brief illness. He was the son 
of the founder of the Hale Brothers group of stores in 
California. Mr. Hale was an influential figure in civic 
activities, and active in retail circles and Association 
affairs. 
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Lincoln Elects New Officers 


the monthly meeting at the Cornhusker Hotel, 
Lincoln, Neb., the Lincoln Retail Credit Men’s Associa- 
tion elected Emerson Jones, Continental Oil Co., Presi- 
dent for the ensuing year. Other 
officers elected were: Vice-President, 
Fred S. Aldrich, Continental National 
Bank; and Secretary-Treasurer, J. P. 
Plith, Attorney. Directors: Rex Smith, 
Ben Simon & Sons; Horace Hodgson, 
Kinsey Tire & Parking Co.; Mrs. 
Clover Scdoris, Lawlor’s; and Robert 
Ghode, General Loan Service, Inc. The 
Lincoln Association was organized in 
1916, with a membership of about 
thirty. The present membership is 
eighty. In 1935, a carefully devised 
community credit policy was adopted 
which established uniform terms on 
both monthly and installment accounts. 
It also established the practice of 
assessing a carrying charge on accounts 
thirty days past due. A committee 
has recently worked out an amended 
community credit policy which will be 
put into effect when Regulation W is 
cancelled by the government. Other noteworthy events 
in the history of the organization were the entertainment 
of the 1938 District Credit Conference, and the twenty- 
fifth anniversary celebration in November, 1939. 

The following Lincoln credit executives are eligible 
for membership in the National Retail Credit Associa- 
tion’s Twenty-Five Year Club: C. W. Hyland, Landy 
Clark Co., 1918; H. B. Smith, Gold & Co., 1916; Mrs. 
Lula Bagley, Harley Drug Co., 1917; H. S. Oxley, 
Hovland Swanson Co., 1916; H. R. Amos, Magee’s, 
1916; Byron Dunn, National Bank of Commerce, 1916; 
C. D. Husted, Unified Credit Bureau, 1920; and Max 
Meyer, Charter Member of the N.R.C.A. Several other 
firms in Lincoln have been members for twenty-five years 
or more, but they have changed credit executives during 
that time. 

The Credit Women’s Breakfast Club of Lincoln recently 
elected the following officers: President, Perdita Mockett, 
Nebraska Credit Co.; Vice-President, Nell Hudkins, 
Central Electric & Gas Co.; Secretary, Helen Smith, 
Consumers Public Power District ; and Treasurer, Carrie 


Collins, A.B.C. Electric Co. 


——— — 
For 1946 

What is the most important retail credit 
problem for 1946? Here, again, is the an- 
nual question! The responses to this ques- 
tion, each year, have come to be regarded 
as a yearly symposium of credit opinion on 
the North American Continent. 

So that we may publish as many an- 
swers as possible, we request that you 
make your answer in not more than 50 
words. And mail it to the National Office 
BEFORE DECEMBER 18. Thanks! 





Emerson Jones 


Perdita Mockett 











~ Recent Elections 








Pittsburgh, Pa. 


At the meeting on October 9, 1945, the Retail Credit 
Association, Pittsburgh, Pa., elected the following officers 
and directors: President, C. G. Kaessner, Kaufmann’s 
Department Store; Ist Vice-President, F. McCaffrey, 
McCaffrey Real Estate; 2nd Vice-President, J. Gwyer, 
John Gwyer Press; 3rd Vice-President, E. J. Fischer, 
A. J. Mansmann Co.; Secretary, T. L. Ford, The Credit 
Bureau of Pittsburgh; and Treasurer, C. W. Orwig, 
Commonwealth Trust Co. Directors: N. B. Johnson, 
Bond’s Clothing Store; J. C. Stacks, Atlantic Refining 
Co.; E. J. Fischer, A. J. Mansmann Co.; F. McCaffrey, 
McCaffrey Real Estate; and T. I. Thorpe, Federal 
Supply Co. 

Louisville, Ky. 

At a recent meeting of the Retail Credit Managers 
Association, Louisville, Ky., the following officers and 
directors were elected: President, Joseph Russell, Levy 
Bros.; Vice-President, H. C. Richardson, Richardson 
Coal Co.; and Secretary-Treasurer, Carson L. Bard, 
The Credit Rating Co. Directors: Hilma Geiser, 
Southern Optical Co.; Madge Hawkins, Baynham Shoe 
Co.; George E. Lemke, The Brecher Co.; Shirley 
Mathews, Liberty National Bank & Trust Co.; L. A. 
Richardson, Rhodes-Burford House Furnishing Co.; and 
J. Hardin Ward, Stewart Dry Goods Co. 


District Eight at Fort Worth 


District Eight elected the following officers and direc- 
tors at its annual meeting in Fort Worth, Tex., October 
15, 16, and 17, 1945. President, W. C. Goodman, 
Reynolds-Penland, Dallas; Ist Vice-President, M. S. 
King, Haltom Jewelers, Fort Worth; 2nd Vice-Presi- 
dent, Fred R. Medlen, Lichtenstein’s, Corpus Christi; 
and Secretary, J. E. R. Chilton, Jr., Merchants Retail 
Credit Assn., Dallas. Directors: Jas. S. Fletcher, 
Tennessee Dairies, Dallas; Ted Leggett, Henke & Pillot, 
Houston; A. B. Watkins, Dunlay Co., Lubbock; Aaron 
Littmann, Gem Jewelry Co., Beaumont ; Verno Blomquist, 
Merritt-Schaefer & Brown, Austin; Eddie Schreiber, 
Schreiber-Miller, Galveston; Dwight F. Straughn, San 
Antonio Buick Co., San Antonio; Warren Taliaferro, 


Dreyfuss & Son, Dallas; and E. H. Brown, Shudde Bros., 
Houston. 


District 10 at Missoula 


At the annual meeting of District 10 held in Missoula, 
Mont., the following officers were elected: President, 
E. G. Stevens, Lakewood Saxton, Tacoma, Wash.; Vice- 
President, Wendell Sizemore, National Bank of Com- 
merce, Seattle, Wash.; 2nd Vice-President, J. A. H. 
Dodd, Portland Gas & Coke Co., Portland, Ore.; and 
Secretary-Treasurer, Thos. Downie, Retail Credit 
Grantors’ Bureau, Vancouver, B. C. Owing to the fact 
that no regular election could be held, it was moved, 
seconded, and carried unanimously that the Board of 
Directors remain the same for the coming year. 
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T WOULD SEEM appropriate in this first peace- 
I time Christmas, and for this issue, to quote from 
Edmund Hamilton Sears’s famous “Christmas Carol.”’ 
Let our hearts be full of joy and cheer, and let us hear 
the angels sing. 


“Tt came upon the midnight clear, 
That glorious song of old, 

From angels bending near the earth, 
To touch their harps of gold: 

‘Peace on the earth, good will to men, 
From heaven’s all-gracious King.’ 

The world in solemn stillness lay, 
To hear the angels sing.” 


This Month’s Illustrations » > 


Illustration No. 1, used by the Ellison Furniture and 
Carpet Company, Fort Worth, Texas, and signed by H. 
Nelson Bean, Credit Manager, is a type of thank-you 
letter that can be used effectively to follow up a budget 
account that has been paid promptly and regularly. The 
final payment on a budget account is usually a signal for 
satisfaction on the part of the customer; and, when the 
store recognizes this by sending him an appropriate letter, 
good will is built up between the customer and the firm. 
The opening paragraph uses the you attitude effectively, 
and leaves the proper good feeling with the customer. 
The final part of the second paragraph, however, leaves 
the impression that the store is in doubt as to whether 
the customer was satisfied with the goods and services he 
received. The expression, ““We sincerely hope that we 
have served you in a satisfactory manner,” shows doubt 
as to the efficiency of the store’s performance. Wouldn't 
it be better to say, “We sincerely appreciate having 
served you, and we hope you will look upon Ellison’s as 
your store.” The remainder of the paragraph would fol- 
low logically except that a connection word such as “for”’ 
could be used for better emphasis between the two last 
sentences. The ending is positive and gracious, and makes 
the right type of appeal for future business. 

Illustration No. 2, used by the Shell Oil Company’s 
Division Credit Office, Seattle, Washington, and signed 
by E. N. Anderson, Division Credit Manager, is one of 
a series of splendid letters that are being used by that 
organization. Having reviewed the entire series some- 
time ago, I can say that the Shell Oil Company is doing 
a splendid credit job with its customers. Of. this 
particular letter in the series, one might be tempted to 
say that it is somewhat verbose. Yet, upon close analysis, 
we find that the writer is telling a story for the reader’s 
benefit ; a reader who has ignored the several usual con- 
cise reminders already mailed. When such a stage is 
reached in credit relations, it is time to discuss matters, 
and that is exactly what this letter attempts to do. 
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Notice how realistic is the opening statement regarding 
the account, and also how friendly is the tone used in the 
second sentence in qualifying the idea. The second para- 
graph still discusses things with the reader and shows 
that the writer does see both sides of the question, and is 
desirous of hearing the customer’s side, after presenting 
his own. An appeal to reason is made in the third para- 
graph, and again the cooperation and good will of the 
company are set forth. The final sentence asks for action 
within ten days as the settlement is now overdue. A 
suggested change is to substitute “informed of it” for the 
word “advised” in the third paragraph. It is also possi- 
ble to emphasize the last thought by putting the word 
“please” last in the sentence and making it read, “Let 
us hear from you within the next ten days, please!” 

Illustration No. 3, used by the Merchants Ice and Coal 
Company, St. Louis, Mo., and signed by W. A. Cass- 
meyer, represents a situation showing how to get a cus- 
tomer who is overdue in his payments to do a particular 
thing the writer wants him to do. As a letter it empha- 
sizes just one idea, and it hammers that idea home to the 
reader in a businesslike, forceful tone so that there is no 
misunderstanding the writer’s intention; namely, “Be 
sure to call me soon.” For customers who pay no atten- 
tion to usual notices and letters, this type of letter is de- 
sirable because it is full of action words, that com- 
municate themselves to the reader in such a manner 
that he has no alternative except to act in accordance 
with the writer’s desires. As a last point, please notice 
that all but five words used in the entire letter are words 
of one syllable. ‘That makes for terseness of expression 
and for clarity of thought. 

Illustration No. 4, used by the Boston Store, Fort 
Dodge, Iowa, and signed by Ray W. Johnson, Credit 
Manager, is a type of good will building letter used for 
special occasions. The opening sentence sets the theme 
for the letter, “Peace on Earth—after four long years.” 
This idea, in turn, is tied in with the store and the 
complete stocks it can offer its customers during this first 
peacetime Christmas, as contrasted to other years. A 
proper balance is kept by thanking the customer for 
her tolerance and understanding during the war years. 
The letter ends with best of good wishes for this Christ- 
mas. It is a good letter, and one that helps to keep 
friends and customers for the store. 

Illustration No. 5 represents a new educational sticker 
just published by the National Retail Credit Association. 
Printed in bronze-blue ink on goldenrod gummed paper, 
and headed by the words, “Your Credit Record Is an 
Open Book,” it makes an effective and good looking 
sticker that members can use to advantage. It is avail- 


able at $2.00 per 1,000 direct from the National Office. 
xr 
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Mr. H. R. Wilson 
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hows St. Louis, Missouri 
d is Mr. Robert L. Kiser 
= t 3104 Crenshaw Street Dear Mr. Wilson: 
nting Fort Worth, Texas 


Will you please get in touch with me some 
para- Dear Mr. Kiser: a 
f the bis Your account with us is now paid in full, and we are aah rn pomnrbe ys pier sedtbery _ 
as taking this opportunity to let you know how much we understand each other it will be better for 
iction i have enjoyed doing business with you, teth of ap . 
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re . be factory manner, and please remember this....Ellison's 
yr the : is YOUR store. You can open a new account at any time 
4 without delays or bothersome formalities. Your credit 
possi- ae is already established here at Ellison's, 


word pe Thank you for your business, and may we have the priv- 
2 ilege of Serving you again soon? 
“Let 


it Manager 
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Call me soon - the first chance you get. 


Yours very truly, 
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December 15, 1945 
essi Mrs. John Brown 
S10 

i. see-abth Avenue North 

o e, Iowa 
4 Miss Jean K. larrabee Dodg. 
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aes Seattle 10, Washington 
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ar for hear your side of the story, also. a yt bel but en ” 
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e Business Volume Still as High as Last Year e 


BUSINESS ACTIVITY is holding up well even though 
factory production has declined due to reconversion from 
war to peace. The total volume of business transactions, 
which includes sales, production, and financing, remains about 
2 per cent above last year and in some communities is even 
higher. Consumers are buying in large amounts and their 
purchases offset the drop in productive activity. The cur- 
rent trend in most lines is more favorable than many per- 
sons had expected during the early postwar period. 

VARIATIONS among different industries and different 
sections of the country are quite as significant as are the 
changes in the general average. These variations are much 
more marked than usual because many shifts and readjust- 
ments are constantly being made. These readjustments will 
continue for several months but, unless unforeseen disturb- 
ances interfere, by the first part of next year the outlook is 
for more general stability. Business activity will remain 
quite a little above prewar levels and somewhat below the 
peak of war period. 

THE MOST striking change in the La Salle Map this 
month is the excellent showing being made in the agri- 
cultural sections of the country. An exception is the rela- 
tively less favorable trend in many parts of the South 
where the cotton crop is much below average. Other areas 
where business is better than the national average are 
around New York City and Washington. Activities in 
connection with the demobilization of the armed forces, 
shipments abroad, and the still extensive operations of the 
Federal government are factors responsible for the continued 
high volume of business in those places. 

IN MUCH of the Eastern part of the country and in the 
industrial region around the Great Lakes business is lagging. 





Much of the relatively poorer showing in those regions is 
due to the fact that activity there was exceptionally high 
last year. War production was being carried on at an 
enormous rate. Production will pick up again as soon as fac- 
tories are reconverted and equipped again to turn out peace- 
time goods. Then output should be large, at least until most 
of the consumer shortages have been made up. If prices, 
wages, and costs can be kept in balance a high rate of 
activity should be maintained indefinitely. 


ALONG THE Pacific Coast, business has also been lagging 
somewhat, although activity is still high as compared with 
the normal prewar rate. The drop from the peak has been 
somewhat greater, however, than in many other sections of 
the country. In spite of this declining, indications are quite 
favorable that a substantial part of the wartime expansion 
in industrial facilities will be retained. More factories will 
continue to operate and a larger percentage of the products 
used by consumers will be produced within the region than 
before the war. 


THROUGHOUT most of Canada, conditions are about the 
same as they were a year ago. Even though some crops 
have been less than last year, farm income remains high. 
Activity has been lagging in the industrial region north of 
the Great Lakes and throughout much of the East. Recon- 
version to peacetime production is going ahead rapidly, how- 
ever, and the large consumer demand will assure a continued 
high level of business volume. Many readjustments will 
have to be made, of course, but the outlook is favorable 
and business will remain far above that of the prewar years. 
—BUSINESS BULLETIN, La Salle Extension University, 





Chicago, Ill. 
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Culled from Federal Reserve Bulletin of the Federal Reserve System 
by the Research Division, National Retail Credit Association 


CONSUMER CREDIT outstanding at the end of 
September is estimated at 5,631 million dollars, rep- 
resenting an increase of less than one per cent during 
the month. Most of the rise occurred in charge 
account indebtedness. At the end of September the 
total amount outstanding was approximately seven 
per cent above the level of a year ago. 

Instalment loans outstanding showed only a small 
increase during September. The larger part of this 
gain was in repair and modernization loans outstand- 
ing, which were about three per cent higher than at 
the end of August. 

Instalment credit outstanding on automobile sales, 
which has increased for four consecutive months, 
amounted to 202 million dollars at the end of Septem- 
ber. Other instalment sale credit rose slightly when 
little change is usual, and at the end of the month was 
somewhat larger than on the corresponding date last 
year. 

Charge account indebtedness increased less than is 
customary in September, and at the end of the month 
is estimated at 1,470 million dollars. The amount 
outstanding on charge accounts was about five per 
cent above that on September 30, 1944. 


Ratio of Collections to Accounts Receivable’ 
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‘Ratio of collections during month to accounts receivable at 
beginning of month. 


CONSUMER INSTALMENT SALE CREDIT, 
EXCLUDING AUTOMOTIVE 


{Estimated amounts outstanding. In millions of dollars] 
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DEPARTMENT STORE SALES BY TYPE 
(Percentage of total sales) 
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Conducted by ARTHUR H. HERT, Research Director 


Thoughts on Regulation W 


Akron, Ohio: It would be far better to retain 
Regulation W in a modified form than to return to a 
competition in terms. 

x * * 

Atlanta, Ga.: ‘The change in the freezing date on 
accounts to the last day of the second month is sound 
and desirable both from an operational and a customer’s 
angle. I am not in favor of increasing floor deliveries or 
the amount in default from $10.00 to $25.00. It would 
be desirable to keep the present schedules on installment 
accounts in force for at least six months. As soon as 
civilian goods begin to move freely from the factories to 
distributors, I recommend that the cash payment be re- 
duced from 331% per cent to 20 per cent, and the term 
period be increased from 12 to 15 months. We are in 


favor of continuing Regulation W indefinitely. 


x** 

Boise, Idaho: ‘The freezing date on charge ac- 
counts should be extended to the last day of the second 
month, and the amounts in default should be increased 
from $10.00 to $25.00. We recommend that the down 
payment on installment accounts be limited to a minimum 
of 20 per cent, and the time be extended to 18 months. 
Regulation W should be continued until the population 
has again become stabilized. 

xk 

Charleston, W. Va.: Merchants and credit men 
are capable of operating their own business without the 
help of any government agency. Regulation W should 
be discontinued as soon as possible. 

xk *k * 

Chicago, Ill.: We are emphatically opposed to 
federal regulation of installment selling once the emer- 
gency brought on by the war has passed. 


eS @& & 

Chicago, Ill.:| Regulation W should be continued 
for installment sales although modified as to down pay- 
ment and the time element. The minimum down pay- 
ment should not drop below 10 per cent, and the time 
element should be increased as follows: Pianos, 24 
months; Musical Instruments, 18 months; Radios, 12 
months; Combinations, 18 months; and Accordions, 18 
months. 

xk 

Corpus Christi, Tex.: The portion of Regula- 
tion W governing open accounts should be abolished, to 
be replaced by community credit policies. The regula- 
tion should be liberalized on installment accounts as fol- 
lows: Furniture and rugs, 15 per cent minimum down 
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payment with 15 months maximum time; radios, 15 per 
cent minimum with 18 months maximum time up to and 
including $175.00, over $175.00, 20 per cent minimum 
down payment and 24+ months maximum time; washers 
and ironers, 20 per cent minimum down payment and 
12 months maximum time up to and including $125.00, 
over $125.00, 20 per cent minimum down payment and 
24 months maximum time; ranges, 15 per cent minimum 
down payment and 24 months maximum time; refrigera- 
tors, 15 per cent minimum down payment and 24 months 
maximum time; vacuum cleaners, 10 per cent minimum 
down payment and 12 months maximum time. All of 
these contracts would carry a minimum of $5.00 per 
month, and a minimum of $5.00 down payment. Soft 
merchandise budget accounts should carry 20 per cent 
minimum down payment and six months maximum time, 
with a minimum of $5.00 down payment and $5.00 per 


month. one 


Davenport, lowa: The regulation covering 
monthly charge accounts should be discontinued as soon 
as possible, and the regulation regarding installment credit 
should be changed immediately so that the down pay- 
ment will be reduced and additional time will be granted 
on the term of the contract. Suggested terms and down 
10 per cent on furniture, 18 months to 
pay; 10 per cent on appliances, 24 months to pay; 33% 
per cent on soft goods, 6 months to pay. 

a a 

Fargo, N. D.: We definitely favor modification of 
Regulation W. ‘A down payment of 10 per cent should 
be required, and a time limit of 18 months should be 
sufficient. The freezing date should be changed to the 
last day of the second month, and the default amount 
should be changed to $25.00. Regulation W has been 
perfect, but we believe it is getting near the time when 
merchants should be able to decide their own credit 
policies. 


payments are: 


xk 
Fort Worth, Tex.: We favor a continuation of 
Regulation W with modifications. ‘The freezing date 
should be changed to the last of the second month, and 
the installment policy should be liberalized. 
xk kk 
Galveston, Tex.: Regulation W should be con- 


tinued for some time. We are, however, in favor of the 
modification of the Regulation to provide that accounts 
be frozen at the end of the second month and install- 
ment accounts should not exceed 18 months. We were 
anticipating a community credit control policy, but feel 
certain that government control would be the most satis- 
factory. 
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Houston, Tex.: Regulation W on open accounts 
should be discontinued. Credit men of this country are 
fully capable of handling this situation by themselves as 
has been clearly demonstrated from time to time during 
depressions and bank moritoriums. The regulation of 
installment accounts should be continued at least until 
the buying of durable goods has become stabilized. This 
should be liberalized as to down payments and monthly 
payments, but unless some regulation is retained disaster 
would result. 

xkx** 

Joplin, Mo.: Monthly charge accounts should be 
frozen on the tenth of the third month following pur- 
chase. Smaller down payments on installment accounts 
and an extension of the date of final payment would pre- 
vent inflation and tend to keep war bonds and savings 
accounts intact. We do not favor immediate discontinu- 
ance of Regulation W, but we do suggest that authoriza- 
tion be given to increase the amount of purchase (after 
default) from $10.00 to $25.00, or even to $30.00. 

xk 

Lincoln, Neb.: Regulation W should be discarded, 
but floor authorizations and default amount should re- 
main at $10.00. The down payment on hard merchandise 
should be 20 per cent, to run not to exceed 12 to 24 
months. If our community credit policy is adopted, soft 
merchandise will require a down payment of not less than 
25 per cent, and the time limit not to exceed 12 months. 

2. 2 

Minneapolis, Minn.: The charge account section 
of Regulation W should remain as it has been for the 
period of the emergency. ‘The down payments on con- 
tracts should be changed so that 20 per cent, or one-fifth 
of the purchase price, would apply to all merchandise. 

x kk 

Monroe, La.: | am very anxious that we do some- 
thing either nationally, state, or locally to create a credit 
policy something like Regulation W, with amendments. 
I am not arbitrary as to those amendments, but I would 
certainly rather have a verbatim of Regulation W than 
to not have any. 

xk 

New Orleans, La.: Regulation W should be con- 
tinued with a few changes in the installment account 
rules. Monthly gharge account regulations should re- 
main as they are, including the 10th of the month settle- 
ment. 

xk 

New Orleans, La.: Regulation W, with modifi- 
cations on both monthly charge and installment accounts, 
should be retained. 

xk 

Oklahoma City, Okla.: Regulation W should be 
continued as a community credit policy for the entire 
city. I am in favor of making the Regulation a little 
more strict. 

x «ek 

Omaha, Neb.: We prefer not having government 
control. If Regulation W should continue, we should 
have some modifications in reference to the freezing date. 

xk 

Philadelphia, Pa.: We are in favor of an early 
release of charge accounts from under Regulation W. 
Moving the freezing date to the last of the second 
month would be more harmful than helpful. We would 
prefer to have the freezing date eliminated. An easing 


of work would result if the floor limits were increased 
from $10.00 to $25.00, and the default limit was in- 
creased in like manner. 

xk 


Reading, Pa.: Modification of both monthly 
charge accounts and installment accounts is desirable, 
with the exception of an increase of floor authorization 
from $10.00 to $25.00. I am entirely in accord with 
any liberalization on installment accounts that would 
discourage the disposition of war bonds, or make it neces- 
sary to use accumulated savings. 

= 2 @ 

Roanoke, Va.: Regulation W should be continued 
in a modified form. The freezing date of accounts should 
be changed to the last day of the second month, and the 
down payment on small items should be increased to 
$25.00. On installment accounts a minimum down pay- 
ment of 20 per cent should be required, and a maximum 
time of 18 months should be allowed for payment. 


xk 

Salt Lake City, Utah: Regulation W should be 

discontinued at the end of the emergency. 
2 & @ 

San Diego, Calif.: Regulation W should be dis- 

continued at the earliest practical moment. 
x «ek 

Sioux Falls, §.D.: A return to the wild and un- 
controlled days of installment selling is, we hope, out 
of the question. A policy of control should be followed, 
and such a policy will doubtless be observed. A down 
payment of 25 per cent or 331% per cent is favored by 
the majority, with a 12-month maximum payment period 
at 14 of 1 per cent per month carrying charge. 

xk 

South Bend, Ind.: Regulation W should be dis- 
continued in its entirety. If any part of the regulation 
is to be retained and modified, we suggest that it be 
that part with reference to the non-freezing of purchases 
below $25.00. 

x**k 

Spokane, Wash.: All regulations of credit should 
be done away with. Credit and charge accounts could be 
taken care of adequately through the credit bureau and 
the efforts of well-trained credit men and women. 

xk 

Springfield, Ill.:| Regulation W should be discon- 
tinued at the end of the emergency period. 

: & @ 

Washington, D. C.: The deposit on household 
goods and appliances should be reduced to 10 per cent 
and the time increased to 18 months, with monthly pay- 
ments of not less than $5.00. Deposits on soft goods 
should be reduced to 20 per cent, and the time should 
be: increased to 10 months with monthly payments of not 
less than $5.00. In both cases a purchase of $10.00 or 
less could be permitted without a deposit. All restric- 
tions on 30-day accounts should be removed. 

2 2 

Worcester, Mass.: We urge the continuation of 
Regulation W. A down payment of 20 per cent will be 
satisfactory on installment accounts, and one year to 
pay. The terms on men’s and women’s wearing apparel 
will be three months, and on fur coats, 20 per cent down 
payment, and one year to pay. 


(To be continued next month.) 
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IT IS apparent that strong effort will be made by OPA 
to have price control authority extended beyond June 30, 
1946, when it would otherwise automatically end. 

x** 

A SHREWD credit executive has discovered an infal- 
lible method of outwitting passers of bad checks. If he is 
doubtful he says, “We shall be pleased to cash it, if you 
will fingerprint it.” That is the last thing a crook wants. 


a. 

INSTALMENT ACCOUNTS outstanding at furniture 
stores increased slightly in September, and continued in 
about the same volume as a year earlier. Household .ap- 
pliance store accounts receivable were unchanged from the 
level of the preceding month. At jewelry stores, accounts 
outstanding decreased farther, but on September 30, were 
two per cent larger than on the corresponding date last 
year. 

xk 
_A RESOLUTION favoring the continuance of Regula- 
tin W was passed almost unanimously by the Executive 
Board of the Retail Jewelers Associations of Greater New 
York at their September meeting. General opinion ex- 
pressed was that the regulation was a good protective 
measure, curbed excessive buying, and strengthened credit 
standings. 

xk 

TAX BILL eliminates about 12,000,000 income taxpay- 
ers in the lower brackets; will reduce book work in all pay 
roll departments. Senate is determined to wipe out excess 
profits tax as of January 1. The decision to freeze social 
security pay roll taxes at one per cent for 1946 ends all 
hope for serious consideration of a broader social security 
program, at least until 1946. 


xx«re 
TOTAL CONSUMER instalment loans outstanding at 
commercial banks, small loan companies, industrial banking 
companies, and credit unions rose $4 million during Sep- 
tember to an estimated total of $1,099 million. The Sep- 
tember increase in loans outstanding was confined to com- 
mercial banks while amounts outstanding at small loan 
companies and credit unions declined slightly. Instalment 
loans made during September amounted to $199 million, 
an increase of 1 per cent over the August volume, and 
about 10 per cent higher than that of the corresponding 
month in 1944. 
x*e 


ARMY DEMOBILIZATION schedule calls for release 
of 800,000 men monthly beginning November 1, compared 
with 450,000 in September and 550,000 in October. New 
program calls for 400,000 occupation troops in Europe, 
200,000 in the Pacific, without regard to Alaska, Hawaii, 
and China. The army has 6,000,000 tons of supplies in 
Europe, and 800,000 tons on by-passed Pacific islands. 
Averaging $400 per ton, these inventories aggregate about 
, $2,680 million. 

2 @ 

BUSINESS now employs one salaried person to four 
wage workers. Before the war, the ratio was one to nine. 
The ratio rose because of efforts to hold scarce workmen, 
and reconversion keeps it high. 

xx 

IT IS expected that surplus property declarations will 
hit $32 billion by June, 1946. Of this, only about $3 bil- 
lion will be in consumer goods, almost equal to five per 
cent of retail sales. 
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RUBBER INDUSTRY anticipates the end of passenger 

car tire rationing January 1. 
2 2 

INSTALMENT ACCOUNTS outstanding at depart- 
ment stores increased slightly in September when little 
change is usual, but remained near the level of a year ago. 
Collections on instalment accounts continued to increase, 
resulting in a collection ratio of 35 per cent, two points 
higher than in the preceding month. Charge accounts re- 
ceivable showed less than the usual seasonal rise in Sep- 
tember, and at the end of the month were five per cent 
larger than on the corresponding date last year. Both 
cash and credit sales showed about the customary sea- 
sonal increase in September. 

xk 

IN RESPONSE to a protest from the National Cham- 
ber of Commerce, OPA Administrator Chester Bowles says 
that extension of the pre-ticketing to rayon and wool items 
was necessary to reverse the rising trend of apparel prices. 

x*x«r* 

BY EXECUTIVE order, a major step in reorganization 
of surplus property disposal became effective on Novem- 
ber 5; the transfer of disposal of consumer goods from the 
Commerce Department to the Reconstruction Finance 
Corporation. 

xk 

RETAIL FURNITURE store sales increased five per 
cent in September, and remained two per cent above the 
volume of a year earlier. The increase in cash and install- 
ment sales was somewhat more than is usual from August 
to September. Charge account sales showed about the cus- 
tomary seasonal rise, and continued near the year-ago 
level. Installment accounts receivable showed little change 
from the end of August, and were one per cent less than 
on the corresponding date last year. The September col- 
lection ratio on installment accounts was 23 per cent, the 
same as for August, but one point less than for Sep- 
tember, 1944. 

+ 2 @ 

THE AMERICAN people can never be called ill-man- 
nered, according to the telegraph companies. They paid 
more than $10,000,000 last year in tolls in order to add the 
word “Please” to their messages. 


xk 
WITH LITTLE likelihood that the government will im- 
mediately revoke Regulation W, jewelry retailer associa- 
tions are divided,in their opinions as to whether postwar 
credit controls should be retained. Inquisies by JEWELRY 
magazine among state retail association officials revealed 
that of those responding, about 50% approved the regula- 
tion, 25% were opposed to it, and 12% reported their mem- 

bership equally divided in views. 


x wk * 

SENATOR JOHNSTON of South Carolina proposed to 
Congress that they eliminate all income taxes on members 
of the armed forces from December 7, 1941, until the war 
is officially ended. His bill would also refund any taxes 
already paid. 

x*x*r* 

THERE IS considerable talk heard in Congressional 
circles about some form of a bonus for veterans. Some- 
thing better than GI loans. 


x &@& & 
THE MAKERS of such home appliances as refrigerators, 
washing machines and vacuum cleaners are about two 
months behind in their reconversion timetable. 


xk * 

TAX COLLECTION costs are close to an all-time low. 
It cost the Government $3.20 to bring in each $1,000 of 
revenue last year. This year’s expenses will be only slichtly 
higher, officials say. In 1941, the cost was $8.90; in 1910 it 
was $17.40. Much of the reduction is accounted for by the 
fact that the per capita tax load has jumped from $3.14 in 
1910 to over $300 this year. But the number of returns 
handled has also increased from about five million to more 
than fifty million. 
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INACTIVE ACCOUNT PLAN 


WE ALL have accounts on our books that were 
active three or four years ago, but if we look through 
our old ledgers, we will find that there have been no 
charges made on them for some time. So far as you, 
the credit executive, may know your store has lost these 
good customers. It is possible that they are now cash 
customers, but have you any way of knowing whether 
or not they are customers at all? Why not formulate 
a good follow-up plan? If the customer is no longer 
trading with you, she would appreciate being asked to 
come back and use her account. If you have any doubt 
about her present paying habits, check the record with 
the credit bureau. Some customers may have had finan- 
cial reverses, and no matter how good their intentions, 
they may not be able to pay promptly. 

You are frequently called by the credit bureau, and 
asked questions about your experience with customers 
who have not made purchases in your store for several 
vears. It is evident that some stores are selling to these 
customers on credit, so why not check their address 
and paying record, and ask them to use their account 
with you? This plan has proved successful, and usually 
gets results in the form of a letter, a telephone call, or-a 
personal visit from the customer. She often mentions 
to the clerk on the floor that she has received a letter 
from the credit executive, and sometimes even tells the 
general manager. 

When no purchases have been made, we send out 
blank statements for two or three months with a rubber 
stamp impression on them inviting charge purchases 
during the current month. One of the stamps reads: 
THERE MUST BE SOME REASON WHY YOU 
ARE NOT USING YOUR ACCOUNT. WON’T 
YOU TELL US WHY? Another reads: WE 
APPRECIATE ACCOUNTS WHICH ARE PAID 
PROMPTLY. WE INVITE YOU TO USE 
YOUR CHARGE ACCOUNT THIS MONTH. 
If this fails to bring a response, we remove the card from 
our current ledgers, and write the customer a personal 
letter. The following example has proved effective: 
Dear Mrs. Brown: 

You have been one of our customers for a long time, and we 
are anxious for your account to continue active. 

Perhaps you don’t realize how long it has been since you 
used your account. 

We want you to know that: you have been missed, and we 
would like to have the pleasure of charging your next purchase. 

If your old ledger cards are filed alphabetically, it is 
an easy matter to pick out the good accounts and write 
to them without making an investigation. Unless you 
know the customer, it is best to check her record through 
the bureau.—C. C. Hood, Credit Manager, Yeilding 
Brothers Co., Birmingham, Alabama. ake 


“ACCOUNT SOLICITATION 


ANY METHOD of account solicitation should be 
both diplomatic and effective. The customer’s account 
should be solicited without her realizing it. The clerk 
or salesperson, when waiting on a customer, should draw 
her into conversation, learn where she does most of her 
buying, obtain her name and address, speak a few words 
for the store, observe the name of the bank on which a 
check might be written, or secure the occupation. These 
facts should be noted on an information record blank for 
charge account solicitation (shown below), and given to 
the credit office each day. Some employees will be skilled 
enough in their methods to secure the name of almost 
every customer they serve who is not a charge customer. 

The employee was given the result of the investiga- 
tion which follows after the information record is handed 
in. A special form was made out by the credit office 
which told the employee at the end of the week whether 
the prospective credit customer was accepted or rejected. 
The method does in no way embarrass the employee be- 
cause the customer who has been served as a cash customer 
does not know of the investigation through the credit 
bureau. Therefore, if rejected, she will not be offended. 
The strictly confidential nature of this plan makes it 
work effectively and pleasantly. Each salesperson re- 
ceived 50 cents for each new account reported, if it is 
active within a period of 60 days. The campaign lasted 
for six weeks, and a special award of $5.00 was given to 
the persons securing 10 or more accounts which had been 
used during the six weeks. ‘The results of the new 
account campaign are shown below.—Dean Ashby, Credit 
Manager, M. L. Parker Co., Davenport, Iowa. 


Prospect cards turned in 881 

Had accounts in our files 16% 
Accounts solicited 40% 
Accounts used during 6 weeks 205 23% 
Insufficient information 12% 
Rejected 77 9% 
Purchases made by 205 customers $3,114.48 
Average purchase per account used , 
Per cent of Cost to Sales for period 





INFORNATION RECORD 





Fill in and take to Credit Office for further 
investigation. Tum slips in daily. 





Name__ 





Address 





Occupation 





References 





I have sold this customer on a 


Cash Basis COD Layaway 








Employee Name 





Date CLOT Bde... DPS. BO. 








(Use reverse side for other information) 
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Married Women and Their Debts 


HIS IS A vital subject for credit men, as retail 

purchasing for families is transacted mainly by the 
wife. A conditional sale contracted in her own name, 
even for necessities, has been held to be her personal 
obligation, and no responsibility rests with the husband 
unless he has acknowledged it in some way. There is 
less likelihood of repudiation if the contract is signed in 
his name by her as his agent, but it is naturally subject 
to dispute on the grounds that it was unauthorized. 

A charge account might advisedly be opened for the 
wife in the husband’s name, but it would still be subject 
to a successful denial of liability on similar grounds. 
Adopting too strict a policy, such as insisting on the 
husband’s written authority, would in many cases be 
resented by both, and the loss of profitable business would 
be greatly in excess of any bad debts incurred through 
repudiation. 

In the vast majority of cases, husbands pay their wives’ 
debts as a matter of principle or in a desire to keep 
peace in the home, and so long as there are no signs of 
marital difficulties, the policy of opening them for the 
wife in the husband’s name is reasonably safe. There 
are also certain advantages from a collection standpoint 
in having the accounts in the names of both. The fact 
remains, however, that there are a number of ways, as 
outlined herein, in which liability may be successfully 
denied. 

If a husband wrongfully compels his wife to leave his 
home he is bound to maintain her elsewhere, and if he 
makes no adequate provision for this purpose, she be- 
comes an agent of necessity to supply her wants upon his 
credit. 

There is authority for saying that for actual necessaries 
of life a wife may pledge her husband’s credit, even 
though she is not living apart from:him. The true 
principle has been stated to be that when a man marries 
he contracts an obligation to support his wife, and in 
point of law he gives her authority to pledge his credit 
for her support, if circumstances render it necessary, she 
herself not being in fault. 

When a husband and wife separate by mutual consent, 
but no adequate support was provided for the wife, it 
was held that the husband was liable for board, lodging, 
and other necessaries furnished to the wife. But where 
the husband and wife are separated by mutual consent, 
and the wife made her own terms as to income, and that 
income proved insufficient for her support, it was held 
that the wife had no authority to pledge her husband’s 
credit. 





J. D. F. ROSS, the author of this article, is 
a Barrister and Solicitor, Clarke, Swabey, Mc- 
Lean and Ross, Toronto, Ontario, Canada. 
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Where a husband and wife are living together, the 
wife is presumed to have his authority to pledge his credit 
for such things as fall within the domestic department 
ordinarily confided to her management, and are necessary 
and suitable to the style in which her husband chooses 
to live. The authority, being presumptive only, may be 
negatived by evidence showing that she did not, in fact, 
have such authority. 

As to what may be sufficient evidence for this purpose, 
it has been stated that the husband may rebut the pre- 
sumption of authority by proving: 


(a) That he expressly warned the tradesman not to 
supply the goods on credit. 

(b) That the wife was already supplied with a sufh- 
ciency of the articles in question. 
That the wife was supplied with a sufficient 
allowance or means for the purpose of buying the 
articles without pledging the husband’s credit. 
That the husband expressly forbade his wife to 
pledge his credit. 
That the order, although for necessaries, was 
excessive in point of extent (having regard to the 
smallness of the husband’s income) and extrava- 
gant. 


Quite apart from the presumption of authority already 
referred to, a husband may, by holding out his wife as 
having authority to pledge his credit, make her his agent 
in any transaction whatsoever, including transactions in 
respect of things covered by the presumption. 


Liability of the Husband 

The liability of the husband in such a case is not 
founded on any ‘rights peculiar to the marriage relation, 
but on the much wider ground of estoppel. Any limita- 
tions of authority, unknown to the party dealing with the 
wife, will not bind that party. 

Where the husband so holds that his wife is his agent, 
the word “apparent” or “‘ostensible’’ becomes appropriate 
to designate the wife’s authority. Such apparent author- 
ity may be created by a course of dealing, and if a husband 
knew that his wife had obtained credit, and if he allowed 
tradesmen to suppose that he had sanctioned the trans- 
actions by paying them or in other ways, he may be held 
to have given such evidence of authority, that if he did 
revoke it he would be bound to give notice of the revoca- 
tion to the tradesmen, and to all who had acted upon the 
faith of his authority and sanction. The same principles 
apply in the case of a housekeeper or steward or to any 
other person to whom domestic management is entrusted. 

It is interesting to note in this action that where a 
husband desires to terminate any such authority of his 
wife to pledge his credit, it is essential that actual notice 
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s from: 


whom the wife has obtained credit or from whom she 
hopes to obtain credit. The usual procedure is to insert 
a notice in the personal columns of the local press, but 
unless it can be proved by the husband that such notice 
actually came to the notice of the tradesmen, such notice 
will not be effectual for him to estop his liability. 

A wife may have express authority to pledge her hus- 
hand’s credit, in which case there is no need for resorting 
toa presumption. In such cases a party dealing with the 
wife can endorse a claim against the husband only to 
the extent of her actual authority. Express authority 
may be inferred from the conduct on the part of the 
husband, which implies his assent to the authority assumed 
by his wife. 

An express authority given by a husband to his wife 
may, by being communicated to the other contracting 
party, become an authority by estoppel, in which case he 
cannot effectually revoke it without giving notice to such 
other party. In such cases of communicated agency, the 
woman prima facies purports to contract only as agent, 
and consequently is not personally liable. 

The liability of husband and wife in the cases con- 
sidered above has always been found to be not a joint 
liability, but an alternative liability, and the ruling has 
been applied that a party taking judgment against the 
wife cannot afterwards get judgment against her hus- 
band. 

It has been stated that the burden of proof is ever 
on the creditor. A husband has no original or inherent 
power to act as his wife’s agent, and his authority arises 
only from her appointment. kk 





Amendment 19 to Regulation W 





IN THIS Victory Year of 1945, our 2,000 members are 
especially happy to extend to the credit granters of 
North America our best wishes for a happy holiday 


season dnd a peaceful and prosperous New Year of 1946 


REGULATION W is hereby amended in the fol- 
lowing respects, effective December 1, 1945. 

1. Section 8 entitled “Exceptions” is amended by add- 
ing thereto a new subsection reading as follows: 

(p) Demonstrators—Any extension of credit 
which is to be repaid within not more than 12 
months and is made to a bona fide salesman of auto- 
mobiles in order to finance the purchase of a new 
automobile to be used by him principally as a demon- 
strator. 

2. Section 10, entitled “Renewals, Revisions, and Addi- 
tions of Instalment Credit,” is amended in two respects, 
as follows: 

(a) By adding the following sentence to Footnote 7 

attached to Section 10 (a): 
Whenever the Regulation is amended to increase 
the maximum maturity for any class of trans- 
actions, the terms of repayment “permitted in 
the first instance” in so far as they relate to the 
maximum maturity for such class of transactions 
shall be deemed to be the terms applicable under 
the provisions of the amendment. 

(b) By adding at the end of Option 2 of Section 

10(b), after the words ‘12 months,” a comma and 

the following: 
Or within 18 months in case the consolidated ob- 
ligation is an instalment loan and no part of the 
proceeds of the additional credit is to be used to 
purchase any listed article having a cash price 
of $15 or more. 
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AUTHORIZING AID 


WE ARE USING the card shown below in our book- 
keeping-authorizing department as an aid in authorizing 
We employ a series of these 
cards, numbered consecutively from one to five hundred. 


and posting to ledgers. 


When our authorizer approves a charge to an account she 
(via telephone) announces her approval to the cashier 
or sales clerk by supplying her initial and the number 
appearing on the next card to be used. A Gem clip is 
affixed to the top of the card in the section most closely 
identified with the dollar amount of the charge, and 
the card is then placed in file, in front of the ledger sheet. 
Should another authorizer approve an additional charge, 
she has the benefit of the up-to-date approximate balance. 
Errors and confusion are avoided, and a great deal of 
time is saved since authorizers can tell at a glance whether 
or not the account in question is within the limit that it 
carries. 

The additional benefit of these cards is that they are 
We have an absolute control of authoriza- 
tions, and should any clerk be making unauthorized 
charge sales, the credit department learns this without 


numbered. 


delay. The cards are filed in the ledger and billing mis- 
takes are impossible since a charge cannot be posted unless 
an authorization card is removed from that ledger to be 
used again, and unless the amount of the charge compares 
with the approximate amount on the card. If the charge 
is for more than $25.00, two Gem clips are used.—E. M. 
Van Leer, Credit Manager, Three Sisters, Chicago, III. 
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STREAMLINED BILLING 


THE JOHN SHILLITO COMPANY, Cincinnati, 
Ohio, has installed an interesting cycle billing system, 
termed Streamlined Billing, and is very satisfied with 
the results of the method. 


Illustrations » . 


The announcement (Front Side, Illustration No. 1, 
and Reverse Side, Illustration No. 2) explains the plan, 
and was enclosed with the customers’ bills for August. 
The first cycle was mailed the 16th of September, and en- 
closed with the bill was the leaflet (Illustration No. 3). 

The Kolect-A-Matic Ledger (Remington Rand Equip- 
ment which was built to fit Shillito’s specifications) was 
installed, and consists of 19 desks of eight trays each. 
There are 25 panels per tray, each panel holding 25 
names, or a total of 625. ‘The capacity of each desk is 
National Cash Register Posting Ma- 
chines are used. Applications (Illustration No. 4) are 


5,000 accounts. 


made out in duplicate; the original is placed in a pend- 
ing file, and the duplicate is sent to the credit bureau for 
a report. 

When the report is received and the account is ac- 
cepted, the original is sent to the Addressograph Depart- 
ment, a plate is made, and the customer’s name and ad- 
dress are printed in the upper left-hand corner of both the 
application and transcript ledger card (Illustration No. 
5). The application and the transcript ledger card are 
then sent to the billing department and filed in alpha- 
betical order in the pocket. The application is filed in 
the pocket with the transcript card filed directly in front. 
When the biller ‘posts the sales checks, cash tickets, and 
credits and transfers, she simply picks out all records, in- 
cluding the transcript card, with the exception of the ap- 
plication. 

The old balance is carried over and the various posting 
media are posted in their proper place on the bill. At 
the same time, the transcript record is placed in the ma- 
chine, which has a split platen, and the amounts of the 
various posting media are posted and the new balance 
is shown. It is not a duplicate copy of the bill. All post- 
ings are done by machine. This posting operation takes 
place at the closing of the cycle. The posting media, in- 
cluding the statement, with the exception of the tran- 
script record, are then run through the Recordak, and 
are ready for mailing. 

Inactive accounts are removed every six months and 
placed in drawers on the desk immediately above the 
trays. Another feature of the installation is the National 
Cash Register Posting Machine. It does not contain 
the typewriter keyboard, and it has a split platen, which 
enables the operator to post to the bill and transcript 
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You Will Alweys Get 
Your Statement on the 
Same Date Each Month 
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For some customers the first 
bill moy include only 15 days’ 
purchases. For others it may in- 
clude purchases for as many as 
45 days. This will occur only the 
first billing period. Future bills 
will include purchoses for the 
preceding 30 days. 


SEE SCHEDULE BELOW 
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your purchases, refunds and pey- 


ments 
Originals of all sales checks for pur 
cheses you have made 

Originals of each cash receipt for 
payments made on your account 
Originals of all credit slips 
Photographs of all original sales 
checks, credit slips and the statement 
of your account will be retained by us 
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® If you hove returned anything 
the credit will *ppeer here. 


This is the os 
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Hore is When Your New Monthly Streamlined Statement Will Arrive 
a “Sone” 


Perchenes Per o's 
SeMedeie Bete own 
15th of month thru I4th of next month 

17th of month they 16th of next month 

19th of month thru (8th of next month 

Zand of month thru 2ist of next month 

24th of month thru 23rd of next month 

27th of month thru 26th of next month 

29th of month thru 28th of next month 

Ist of month thru 3ist of next month 


3rd of month thru 2nd of next month 
6th of month thre Sth of next month 
8th of month thru 7th of next month 
9th of month thru Sth of next month 
11th of month thru 10th of next month 
12th of month they I ith of next month 
14th of month they 13th of next month 
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Let Us Give Chanks 
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j HE SPIRIT OF CHRISTMAS descends upon a wartorn world, 
bringing hope to all peoples and a challenge to all Christian 
nations to spread the message of Christmas; that Peace on Earth, 
Good Will to Men may have a deeper and richer meaning throughout 
the entire world. 


@ Today the fighting has ceased, the end of the conflict is here. It 
is fitting, therefore, that we pause this Christmas to give thanks to our 
heavenly Father that the Victory is ours, and that we invoke His 
guidance in the framing of a peace the essence of which is tolerance and 
understanding; that those who gave their lives in winning this victory 
will not have died in vain. 


@ The forces of character are cumulative. It is the prerogative of 
man to direct these forces fearlessly, that Christian sympathy and 
brotherly love may permeate the lives of men throughout the Uni- 
verse, and bring to this generation and all future generations a lasting 
peace. 


@ Then and only then will the true Spirit of Christmas envelop the 
world with that hope inspired by the Christ Child on that first 
Christmas Day. 


@ We are on the threshold of a new era, the magnitude of which 
we have never before experienced, and it is essential that we enter upon 
our duties with balanced optimism as well as a feeling of confidence. 


@ The dawn of opportunity is before us. It is our privilege to 
extend to all peoples the joys and blessings of Christmas, and the hope 
for Peace on Earth, Good Will to Men. 


Sue 


@ And to each member of the National Retail Credit Association, 
its Officers and Directors, my sincere wish for happiness this Christmas, 
and good health and prosperity throughout the New Year. 


anoaAo-r. 


PRESIDENT 
National Retail Credit Association 
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